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Centrelink—meeting the challenges

… of dealing with disasters and emergencies
In early 2009, with bushfires raging in Victoria and North Queensland
experiencing the highest rainfall in two decades, Centrelink quickly
responded to both disasters by drawing on resources from across
the country.
Tim from Lismore Customer Service Centre in New South Wales
volunteered to help in Victoria. Within hours he arrived in Melbourne and
took on the job of Trip Leader for Wandong, a small township devastated
by the flames.
‘Each day, we travelled out to Lilydale and Wandong where I worked
with the team to offer immediate financial help and support for bushfire
victims’, Tim said.
Centrelink Senior Social Worker in Townsville, Vicki, shares Tim’s
admiration for the community spirit and selfless attitude shown by people
in times of natural disaster.
Working in Ingham after the North Queensland floods, Vicki says: ‘Many
people were traumatised, had nowhere to live, with their property and
possessions ruined. It was an indication of their strength and resilience
that so many of them expressed concern for people affected in the
Victorian bushfires, rather than focus on their own situation’.
Travelling by light plane and four wheel drive, Vicki’s team of social
workers, along with the emergency processing team, covered a lot
of ground. ‘We would set up each day in the Centrelink and Medicare
offices, and in the recovery centre. We also visited the evacuation centre,
surrounding communities, hospitals, aged care homes … anywhere there
was a vantage point’, Vicki said.
‘The key to the recovery was working alongside the Red Cross, Lifeline,
Ingham Council and other organisations to ensure a coordinated approach
to delivering the range of personal support services and assistance that
people needed.’

Centrelink—meeting the challenges

… of responding to the global financial crisis
In one of the organisation’s biggest undertakings on record, in December
2008 Centrelink successfully delivered millions of payments to customers
under the Australian Government’s Economic Security Strategy.
Designed to boost domestic spending in response to the global financial
crisis, the payments mainly went to seniors, pensioners, carers and
families. This involved automatically transferring over $8 billion in
payments to the bank accounts of around five million customers.
In delivering the measure, Centrelink drew on proven methodology and
widespread resources to ensure eligible customers were paid the right
amount, on time.
‘With a public awareness campaign running beforehand, we also had
to gear up for an unprecedented level of enquiries’, National Manager,
Stephen Kelly said.
‘We used all the available workstations in our 25 Call Centres, and worked
at maximum capacity for two weeks in early December.’
In a further initiative to stimulate the economy, Centrelink also transferred
over $4 billion in bonus payments to around two million customers as part
of the Government’s Household Stimulus Package.
Stephen says: ‘Of course, none of this could happen in such short
timeframes without significant IT involvement. Behind the scenes, staff
from Centrelink’s IT Group worked flat out to make sure all the payments
went into people’s bank accounts by the due dates’.

Centrelink—meeting the challenges

… of delivering services to remote Australia
With more than 15 000 customers in the Northern Territory subject to Income
Management, in September 2008 Centrelink implemented the BasicsCard to
give people a fast and easy option to access their income-managed funds.
Replacing the old stored value cards, the BasicsCard is PIN protected and
can be used in hundreds of outlets through the EFTPOS system.
The use of the BasicsCard has since been extended to include the Cape York
Welfare Reform Trial in Queensland and the Child Protection and Voluntary
Income Management measure in Western Australia.
Centrelink issues the BasicsCard to customers during face-to-face interviews,
and spends time explaining what they are for and how to use them.
Centrelink has introduced a 1800-number to assist BasicsCard customers to
obtain their BasicsCard balance. The 1800-number is a free call from a landline
or public phone but a charge does apply from a mobile phone. If the customer
requires additional services or information they can call the current Income
Management line on 13 2594.

Centrelink—meeting the challenges

… of communicating effectively with customers
When the first issue of Age Pension News went to press in 1989, Editor
Hank Jongen was sure that the then Department of Social Security was on
to a ‘winner’.
‘We’d done our research and anticipated that seniors would respond well
to the newspaper style publication.’
Twenty years on and Hank says: ‘It worked and continues to work for
Centrelink as a very effective way of reaching this important and growing
customer group’.
Renamed and revamped as News for Seniors in 2004, the publication now
goes to more than two million customers in 16 languages, compared to
1.3 million customers and 11 languages in 1989. News for Seniors is the
largest circulation commercial magazine in Australia.
Hank says: ‘While we are moving more to web-based communication
products, we know that many seniors still do not have access to the
internet. So giving them accessible and easy to read information in print
remains a high priority for Centrelink’.

Centrelink—meeting the challenges

… of using cutting edge technology
With over 27 000 employees administering around $86.8 billion in
payments to 6.8 million customers each year, Centrelink is committed to
ensuring that its vast database of sensitive information is kept private,
secure and safe from hackers.
A key challenge is how to make Centrelink’s systems more secure
without compromising the efficiency of services to customers by adding
more layers of processes to control access. Centrelink responded to this
challenge innovatively by developing world-first technology to support the
planned deployment of new ID cards for all staff.
Developed and rigorously tested in-house, Centrelink’s Protocol
for Lightweight Authentication of Identity (PLAID) is a smartcard
authentication protocol. It was designed to support faster and more
convenient computer systems access, while providing excellent security.
The protocol can also be used for building access.
Centrelink IT security expert Will says: ‘The protocol is quite ingenious in
that it combines speed, privacy for the cardholder, and system security
at higher levels than ever before. We’re looking forward to using the
technology with our own smartcard based ID cards in the future’.
Reviewed by the Australian Defence Signals Directorate and the United
States Government National Institute of Standards and Technology, the
protocol is to be published as a formal Australian Standard, and made
available for use by anyone in the world.
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About this report
This annual report was prepared in accordance with the Requirements for Annual
Reports, issued by the Department of the Prime Minister and Cabinet. The report
focuses on Centrelink’s accountability and performance during 2008–09. Based
on the theme ‘Centrelink—meeting the challenges’, the report reflects Centrelink’s
commitment to open, accurate and accessible public reporting.
The challenge of reporting performance against only one outcome has led us to once
again structure the annual report in line with the Centrelink Balanced Scorecard’s five
strategic themes. The scorecard is Centrelink’s main performance monitoring, reporting
and management tool.
Chapter 1: Centrelink Chief Executive Officer, Finn Pratt, highlights the year’s
challenges and achievements and looks to the future.
Chapter 2: The Corporate overview covers Centrelink’s organisational structure,
governance arrangements, its risk management approach, and the basis for reporting.
Chapter 3: Building confidence in Centrelink shows how Centrelink met the Minister
for Human Services expectations, delivered services on behalf of departments
and agencies, managed compliance and fraud, and implemented Budget and other
government initiatives.
Chapter 4: Strengthening our customer focus in line with government direction includes
the many proven and innovative ways that Centrelink delivers government payments
and services to customers, Australia-wide and overseas.
Chapter 5: Developing a networked organisation demonstrates Centrelink’s capacity to
involve the community, businesses and other levels of government to deliver payments
and assistance, especially following natural disasters and other emergencies.
Chapter 6: Building capability for government illustrates how Centrelink supports
and values its people, ensures workplaces are safe, and uses the latest information
technology to deliver services to customers.
Chapter 7: Demonstrating value for money measures Centrelink’s performance and
accountability in the areas of revenue, expenditure and net operating result.
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Chapter 8: Audited by the Australian National Audit Office, Centrelink’s Financial
Statements are prepared in line with Section 57 of the Financial Management and
Accountability Act 1997.
Chapter 9: Nineteen appendices respond to a number of mandatory reporting
requirements and expand on other areas of interest.
To help readers find what they are looking for, the report also includes contents pages,
a compliance index, a glossary, a list of short forms, and an alphabetical index.
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Nearly one year on from my appointment as
Chief Executive Officer, Centrelink’s strong
performance has reinforced my initial view that the
agency well and truly deserves its reputation as an
effective and efficient service delivery agency.
With its operations touching the lives of most
Australians, in 2008–09 Centrelink continued to
successfully deliver day-to-day services, as well as
meet unforeseen challenges at the national, state
and territory, and local levels.

Delivering services across Australia
On a national scale, delivering the Australian Government’s Economic Security Strategy
payments was one of the biggest payment tasks Centrelink has ever undertaken.
We drew on widespread communications, Call Centre, processing and information
technology resources to transfer $8 billion to the bank accounts of approximately five
million Australians. Following this, we also delivered over $4 billion in bonus payments
to two million eligible customers under the Household Stimulus Package.
During the year, a new Remote Servicing Division was established to give a greater
focus to designing and managing remote service delivery to Northern Australia.
Reflecting the Government’s commitment to closing the gap between Indigenous and
non-Indigenous Australians, work continued on introducing Welfare Payment Reform
including the full rollout of the BasicsCard and mobilising a significant temporary
workforce in the Northern Territory to implement Income Management.
At the local level, our responses to the Victorian bushfires and the Queensland and
New South Wales floods stretched our emergency management capacity and resources.
As one of the first government agencies to arrive on the ground, our staff processed
emergency payments in sometimes difficult conditions. Volunteers from throughout
the Centrelink network readily put their hands up to travel to the disaster areas and
help their colleagues deal with heavy demand for services and payments. Importantly,
in many parts of the country the Centrelink network provided the back-up needed for
frontline staff to do their jobs effectively.

»3«
Visiting the disaster areas I witnessed how tirelessly Centrelink employees worked
to help the people and communities affected. I was both proud and humbled by their
stamina and compassion. Many went that extra mile for our customers. In Queensland,
one staff member bought a clothesline for eight families left homeless by the floods.
And Centrelink employees from across Australia raised over $20 000 in a national
appeal for bushfire victims.

Involving the community
Increasingly, Centrelink is focusing on community consultation and involvement in
adapting services to suit local needs. In line with the Government’s national policy to
better address homelessness, Centrelink is setting up homeless reference groups in all
states to give a ‘voice’ to this group of customers. Reference groups are active in New
South Wales, Victoria and Queensland, with the remainder to commence in 2009–10.
Rural Service Teams in the Murray-Darling Basin worked directly with drought-affected
farmers, small business and communities, to deliver payments and support to help
them get back on their feet.
Working in partnership with community organisations and other government
agencies led to some new and innovative ways to support customers in vulnerable
circumstances. This included a new DVD to assist prisoners due for release, a pilot
program to help young refugees achieve better education and employment outcomes,
and outreach services for Indigenous ‘rough sleepers’ in Far North Queensland.

Working closely with the Department of Human Services
Centrelink also worked closely within the Human Services portfolio and with policy
departments and partner agencies to implement Budget and other government
measures—for example, preparing for major Age Pension and parental leave initiatives,
introducing changes to family assistance payment rules, implementing carer changes
and improving our fraud and compliance activities.
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Payment teams processed claims and worked alongside Centrelink Social Workers
who provided personal support and referrals. In a joint effort, they worked with state,
territory and local government agencies and community organisations. The cooperative
approach also involved the Department of Immigration and Citizenship, the Australian
Taxation Office, Medicare Australia and CRS Australia.
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We value our strong and cooperative relationship with the Department of Human
Services. This helps to ensure our Minister is kept fully briefed about our operations
and activities. It also supports the growing number of joint procurement portfolio
initiatives that are leading to greater efficiencies and more seamless customer service.

Improving workforce capacity
We achieved efficiency measures that increased our capacity to invest in labour-saving
technology, recruit 1500 extra network and Call Centre staff, and redesign work processes.
In practical terms these initiatives are making it easier for increasing numbers of customers
to deal with Centrelink and reducing the load on our people so they have more time to focus
on customers with complex needs.
Throughout the year, recruitment and staff development were key workforce planning
priorities. We began a succession management pilot, commenced employee skill
tagging, and identified job groupings to help us with future workforce supply and
demand analysis and planning.
The 2009 People Survey showed that Centrelink employees are highly committed,
understand Centrelink’s purpose, and experience open and motivating interactions
with their supervisors. However, while there was a slight decline in the level of
bullying and harassment, dealing with this issue was a priority during the year and
will remain a high priority for the coming year.

Looking at performance
Centrelink delivered $86.8 billion in payments on behalf of policy departments.
We reported an operating surplus of $48.3 million in 2008–09. This equates to
1.68 per cent of total revenue of $2.9 billion. Centrelink maintained a positive
cash position, with a closing balance of $365 million. Our revenue for rendering of
services was $2.26 billion, compared to $2.05 billion in 2007–08. The rise was
mainly due to an increase in Budget measures’ workload.
Delivering a huge range of services under our purchaser–provider relationships
continued to challenge our planning, operational and performance management
systems. In 2008–09, policy department confidence in Centrelink’s ability to deliver
payments and services stood at 89.4 per cent, well above our target of 80 per cent.
However, we are continually looking at what we do well, areas for improvement and
ways to increase our effectiveness.
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Call Centres saw increased demand, with around 33.7 million calls handled
successfully, and a customer satisfaction rating of 91 per cent for 2008–09.
In response to increased customer online activity—a 50 per cent increase in
2008–09—upgrades to website navigation and content included the launch of video on
demand and web streaming.
With an expanding data exchange program between Centrelink and other countries, a
new program with the United Kingdom led to 185 000 Centrelink customer reviews and
savings of $9.9 million.

Meeting the challenges in the year ahead
Next year will mark a major change to Centrelink funding arrangements, with direct
appropriation replacing purchaser–provider arrangements with policy departments.
In essence, this will mean Centrelink funding will come directly from the Budget.
Current governance will be replaced by streamlined arrangements overseen by an
inter-departmental committee with representation at the Secretary/Chief Executive
Officer level.
The collaborative and robust relationships we already have with policy departments
should stand us in good stead to successfully negotiate the new arrangements. The
end result should see a reduction in red tape and give Centrelink far more flexibility in
determining how we can best use our resources to deliver even higher quality customer
services.
With recognition of same-sex relationships effective from 1 July 2009, during the year
Centrelink prepared for this change by conducting an advertising and media campaign
to inform customers about the changes and carried out staff training on issues facing
the gay and lesbian community. Underpinning implementation is Centrelink’s strong
commitment to protecting customer information and privacy and treating all customers
with dignity and respect.
While the impact of the global financial crisis in Australia has not been as severe
as in many countries, the economic downturn has placed considerable pressure on
Centrelink staff and infrastructure. Many of our customers face uncertain futures. Many
will not have anticipated the need to approach us for help.
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Customer satisfaction with Centrelink services rose to 89.3 per cent, higher than this
year’s new target of 86 per cent, and higher than the 88.3 per cent achieved in 2007–08.
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We have already seen an increase in customer numbers across the board.
Unemployment is likely to rise further. Falls in the stock market are affecting the
incomes of many aged and family customers. At the same time, large numbers of Baby
Boomers are moving into the retirement cohort.
Consistent with our role in responding to emergencies and disasters, Centrelink will
continue to play a leading role in the delivery of IT services across government.
Simplified work processes, working in partnerships with others, and technology
solutions are key enablers in responding to future trends.
I believe Centrelink is well prepared to meet the challenges ahead. At the heart of
this is the ongoing commitment, professionalism and inventiveness of Centrelink
employees. They have my admiration and respect for all their hard work.
In taking up my new role as Secretary of the Department of Human Services, I leave
Centrelink in the very capable hands of Acting Chief Executive Officer, Carolyn Hogg.
A big thank you goes to everyone at Centrelink for making my term as Chief Executive
Officer an inspiring and enriching experience.

Finn Pratt, PSM
Chief Executive Officer

Chapter 2
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To meet the challenges of effectively managing and operating
the Australian Government’s largest service delivery agency,
Centrelink maintains strong and effective corporate, governance
and reporting structures.

Centrelink at a glance
Portfolio overview
The Human Services portfolio was established in October 2004 with the aim of
improving the development and delivery of social and health-related services,
including financial assistance, to the Australian people. The portfolio brings together
service delivery agencies—Australian Hearing, Centrelink and Medicare Australia
and, until 1 April 2009, Health Services Australia—and the Department of Human
Services. The Department of Human Services also includes the Child Support
Program and CRS Australia.

Minister
Senator the Hon Joe Ludwig was the Minister for Human Services from 3 December 2007
until 9 June 2009, when he was replaced by the Hon Chris Bowen MP.
The Minister for Human Services is responsible for administering the following
legislation:
• Australian Hearing Services Act 1991, except to the extent that it is administered by
the Minister for Health and Ageing
• Child Support (Assessment) Act 1989, insofar as it relates to the exercise of the
powers and functions conferred on the Registrar under the Act
• Child Support Legislation Amendment (Reform of the Child Support Scheme—
Initial Measures) Act 2006, insofar as it relates to the exercise of the powers and
functions conferred on the Registrar under the Act
• Child Support Legislation Amendment (Reform of the Child Support Scheme—New
Formula and Other Measures) Act 2006, insofar as it relates to the exercise of the
powers and functions conferred on the Registrar under the Act

»9«
• Commonwealth Services Delivery Agency Act 1997
• Medicare Australia Act 1973.

Structure
At 30 June 2009, the Human Services portfolio consisted of the Department of Human
Services, Centrelink, Medicare Australia and Australian Hearing.
The Department of Human Services consists of the Central Department, the Child
Support Program and CRS Australia.
• The Central Department directs, coordinates and brokers improvements to service
delivery, provides policy advice on service delivery matters to government, and
ensures efficient implementation of government service delivery.
• The Child Support Program provides support to separated parents to provide the
financial and emotional support necessary for their children’s wellbeing.
• CRS Australia helps people with disability, injury or health condition to get and keep
a job, by providing individualised vocational rehabilitation, and helping employers to
keep their workplaces safe.
Centrelink delivers a range of government payments and services to Australians,
including retirees, families, carers, parents, people with disability, Indigenous people,
and people from diverse cultural and linguistic backgrounds, and provides services at
times of major change.
Medicare Australia looks after the health of Australians through efficient services and
payments, such as Medicare, the Pharmaceutical Benefits Scheme, the Australian
Childhood Immunisation Register and the Australian Organ Donor Register.
Australian Hearing is a statutory authority that provides a full range of hearing services
for children and young people up to the age of 21, eligible adults and age pensioners,
and most war veterans.
On 1 April 2009, Health Services Australia merged with Medibank Private Ltd and
ceased to be an agency in the Human Services portfolio.

Centrelink annual report 2008–09

Chapter 2: Corporate overview

• Child Support (Registration and Collection) Act 1988, insofar as it relates to the
appointment of the Registrar and the exercise of the powers and functions conferred
on the Registrar under the Act
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Figure 1 shows the structure of the Human Services portfolio at 30 June 2009.
Figure 1: Human Services portfolio structure at 30 June 2009

Minister for Human Services
The Hon Chris Bowen MP

Department of Human Services
Secretary: Helen Williams AO
Central Department, Child Support Program and CRS Australia
Centrelink
Chief Executive Officer:
Finn Pratt

Medicare Australia
Chief Executive Officer:
Philippa Godwin (acting)

Australian Hearing
Managing Director:
Steven Grundy

Centrelink functions
Legislation
Centrelink was established under the Commonwealth Services Delivery Act 1997 which
came into effect on 1 July 1997. In establishing Centrelink, the Australian Government
aimed to link government services, wherever possible in one place, and achieve best
practice in service delivery.
The Financial Management and Accountability Act 1997 sets out the Chief Executive
Officer’s functions and responsibilities relating to Centrelink financial management.
For a list of legislation relevant to Centrelink, see Appendix 1 Commonwealth legislation
relevant to Centrelink.
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Table 1 shows an overview of Centrelink business dimensions. For a detailed list of
services that Centrelink delivers, see Appendix 2 Our partnerships.
Table 1: Centrelink business dimensions—2008–09
Our dimensions

2008–09

Client policy departments and other organisations

27

Value of payments made on behalf of policy departments

$86.8 billion

Customers

6.84 million

Customer satisfaction

89.3%

Individual entitlements

10.43 million

New claims granted

2.7 million

Phone calls

33.7 million

Letters to customers

109.5 million

Online transactions (update and view)

over 24 million

Transactions on customer records

over 6 billion

Eligibility and entitlement reviews

3 867 135

Service delivery points

more than 1000

Customer Service Centres

316

Call Centres

25

Centrelink Agents and Access Points

568

Remote Area Service Centres

12

Employees

27 954

Employee satisfaction

74.4%

Funding arrangements
In 2008–09, Centrelink revenue was mainly provided through Business Partnership
Agreements or similar arrangements on a purchaser–provider model with policy
departments and other organisations.
Centrelink also received direct funding appropriations relating to infrastructure, some
Budget measures, Compensation for Detriment caused by Defective Administration, and
equity injections for capital purchases.
For more information, see Chapter 7 Demonstrating value for money.
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Governance framework
Centrelink Executive
The Executive supports the Chief Executive Officer in setting Centrelink Strategic
Directions and organisational priorities. The Executive includes the Chief Executive
Officer and four Deputy Chief Executive Officers. Each Deputy Chief Executive Officer is
accountable for performance against specific areas of Centrelink business.
• Deputy Chief Executive Officer, Clients, Capability and Corporate—accountable
for leadership of relationships with key stakeholders, securing ongoing business for
Centrelink, meeting agreed policy department outcomes, and effectively managing
Centrelink human and financial resources and strategic communication and media
planning.
• Deputy Chief Executive Officer, Customer Service—accountable for leadership in
delivering consistent, high quality customer services on behalf of policy departments
and agencies.
• Deputy Chief Executive Officer, Information Technology—accountable for the
successful operation of information technology systems which meet immediate and
future needs.
• Deputy Chief Executive Officer, Service Delivery and Emergency Management—a
new temporary position created during 2008–09, this Deputy Chief Executive
Officer is accountable for leadership in implementing a program of change to
prepare Centrelink for the effects of the global financial crisis and its longer-term
consequences, as well as emergencies and disasters.

Organisational structure
For Centrelink’s organisational structure as at 30 June 2009, see Appendix 3
Organisational chart—list of positions.
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Strategic Committee Framework
Figure 2: Strategic Committee Framework

Chief Executive
Officer

Audit
Committee

Centrelink Executive
Committee

Strategic Management
Committee

Performance
Committee

People
Committee

Information
Technology
Committee

Centrelink Executive Committee
The Chief Executive Officer chairs the Centrelink Executive Committee which is the
peak body in Centrelink’s Strategic Committee Framework. The Centrelink Executive
Committee is responsible for setting and leading Centrelink Strategic Directions by:
• responding to government issues
• determining Centrelink priorities
• determining Centrelink corporate and business investment strategy
• ensuring Centrelink’s people capability is robust.
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Strategic Management Committee
The Chief Executive Officer chairs the Strategic Management Committee, which has
responsibility to implement and progress Centrelink Strategic Directions.
Audit Committee
Established in line with the Financial Management and Accountability Act 1997,
the Audit Committee provides independent assurance and assistance to the Chief
Executive Officer on Centrelink’s risk, control and compliance framework and on its
external accountability responsibilities. The Audit Committee is different to the other
strategic committees because:
• it is chaired by an external, independent member
• its members may vote on decisions before the committee
• it directly supports the Chief Executive Officer.
Performance, People and Information Technology committees
The other three committees in the Strategic Committee Framework involve high-level
collaboration, advice and review. Three Deputy Chief Executive Officers each chair one
of the strategic committees and are accountable for the decisions of that committee.
• Performance Committee—chaired by the Deputy Chief Executive Officer, Customer
Service, the committee assures the Chief Executive Officer that Centrelink
performance meets government and policy department requirements.
• People Committee—chaired by the Deputy Chief Executive Officer, Clients,
Capability and Corporate, the committee sets the strategic direction for
Centrelink’s people capability.
• Information Technology Committee—chaired by the Deputy Chief Executive Officer,
Information Technology, the committee oversees Centrelink information technology
planning and operations. It also ensures that Centrelink has frameworks and controls
to assure the Chief Executive Officer of effective information technology operations.

Risk management
Effective risk management enables Centrelink to:
• achieve program objectives through improved decision making
• improve resource allocation, reduce costs and increase savings
• increase stakeholder confidence in Centrelink.
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In 2008, Centrelink participated in the annual Comcover Risk Management
Benchmarking Program and was awarded an 8.5 per cent discount (out of a possible
10 per cent) on the 2008–09 insurance premium, resulting in $652 000 in savings.
This was an improvement from the 8 per cent discount awarded in 2007.

Planning and reporting
Outcome and outputs
In 2008–09, Centrelink had one outcome and one output—see Figure 3. This is based on
the outcome and output structure set out in the Department of Human Services Portfolio
Budget Statements and Portfolio Additional Estimates Statements for 2008–09.
Figure 3: Outcome and output structure

OUTCOME 1
Access to government services that effectively support:
• self-sufficiency through participation in employment, education, training and the
community
• families and people in need, and
• the integrity of government outlays in these areas.

OUTPUT 1.1
Effective and efficient delivery of government services
Centrelink plans, monitors and reports on its performance towards achieving its outcome
and output, through its strategic planning and reporting framework—see Figure 4.
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Performance
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Figure 4: Strategic planning and reporting framework

Centrelink Business Plan
Group/Division Business Plans
Branch/Network/Business Plans

❯❯❯

Reporting

Strategic Directions

Planning

❯❯❯

Government expectations

Individual Performance Agreements

Government expectations
Centrelink is accountable for its actions within the framework of ministerial
responsibility to the Government, the Parliament and the Australian public (Section
10(1)(e) of the Public Service Act 1999). The Government specifies its expectations
of Centrelink each year through the Statement of Expectations from the Minister for
Human Services to the Centrelink Chief Executive Officer.
Centrelink responds to the Minister for Human Services with a Statement of Intent, which
outlines how Centrelink plans to achieve the Minister’s expectations. Centrelink reports
on its performance against the Statement of Expectations. (For more information, see
Statement of Expectations in Chapter 3 Building Confidence in Centrelink.)
Centrelink also has Business Partnership Agreements and other arrangements,
including business assurance arrangements, with major policy departments. (For more
information, see Chapter 3 Building Confidence in Centrelink.) These agreements and
arrangements help Centrelink to monitor its performance. The Chief Executive Officer
provides Annual Assurance Statements to major policy departments at the end of each
financial year.
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Centrelink’s Strategic Directions for 2008–09 set out Centrelink’s purpose, outcome,
strategic themes, strategic priorities and core values. The Strategic Directions are the
foundations for organisational, group, division, branch and local area business planning.
Centrelink strategic priorities guide activities to help the organisation achieve its
purpose. Strategic Performance Indicators measure progress against the strategic
priorities and themes. Strategic Result Indicators are reported through the Centrelink
Balanced Scorecard (see Performance reporting and review—Balanced Scorecard later
in this chapter). These indicators are fundamental to Centrelink’s ability to adjust and
improve its performance.
The Strategic Directions have a three-year outlook and a one-year focus. They are
reviewed each year to reflect any changes in government, the Minister’s expectations,
or policy departments’ directions.
Our purpose
Serving Australia by assisting people to become self-sufficient and supporting those
in need.
Our strategic themes
• building confidence in Centrelink
• strengthening our customer focus in line with government direction
• developing a networked organisation
• building capability for government
• demonstrating value for money.
Our strategic priorities
• support the Minister and the Department of Human Services to improve service
delivery
• improve the customer experience
• prepare for increasing integration with Human Services agencies
• strengthen relationships with local communities
• build capability and support our people to deliver the Government’s priorities
• demonstrate united leadership
• ensure effective and efficient delivery of services.
Centrelink annual report 2008–09
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Corporate and operational planning—Strategic Directions
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Our core values
• responsiveness to the government of the day
• excellence in service delivery
• respect for customers and each other
• accountability.

Performance reporting and review—Balanced Scorecard
The Strategic Balanced Scorecard is an overview of Centrelink business, which is
reported to the Centrelink Chief Executive Officer, the Centrelink Executive and the
Department of Human Services each month.
The Centrelink 2008–09 Strategic Balanced Scorecard Strategy Map is in Appendix 4.
The map shows key measures developed to monitor progress against Centrelink’s five
strategic themes and achieving Outcome 1.
Centrelink uses the scorecard as a performance reporting and management tool, which
helps to make Centrelink employees and managers accountable for their performance.
The scorecard also forms the basis for regular performance checks for Centrelink
and its stakeholders. These checks highlight areas for review and action to ensure
Centrelink continues to deliver consistently high quality service.
Chapters 3 to 7 report on Centrelink performance against each of the Strategic
Balanced Scorecard’s strategic themes for 2008–09.
In its paper Operation Sunlight—Enhancing Budget Transparency, the Government
outlined a reform agenda aimed at enhancing budget transparency and accountability
by tightening the outcomes and outputs framework and expanding the reach of budget
reporting. This means that for 2009–10, the Centrelink Portfolio Budget Statement
will include performance areas and supporting Key Performance Indicators as well
as its Outcome Statement and Program level structure. Centrelink’s 2009–10 Annual
Report will include an assessment of Centrelink’s performance against those Key
Performance Indicators.

Chapter 3

building
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Centrelink meets the challenge of ‘building confidence in Centrelink’
by providing assurance to government, policy departments, agencies
and customers that services are effectively and efficiently delivered.
Tracking performance
Centrelink tracks its performance against this strategic theme by measuring:
• achievement against the Minister’s Statement of Expectations
• achievement of policy department Key Performance Indicators
• protecting the integrity of outlays
• management of new Budget initiatives.

Main results
Table 2: Centrelink targets and results for 2008–09—Building confidence in Centrelink
Strategic objective

Target %

Result %

Proportion of Budget initiatives meeting agreed milestones:
• Proportion of measures that are rated ‘red’1

Less than 5

1.75

Less than 15

7.02

5

42.0

• Level submitted achieving agreed quality standards

95

97.9

• Level submitted within agreed timeframes

95

98.3

Policy department confidence in Centrelink’s ability to deliver
payments and services

80

89.4

Overall level of payment correctness

95

96.62

• Proportion of measures that are rated ‘amber’2
Increase in eService activity
Level of ministerial briefs achieving agreed quality standards
and within agreed timeframes:

1 A rating of red indicates implementation is highly problematic and requires intervention to move ahead.
2 A rating of amber indicates implementation is problematic.

Performance highlights
• focused on meeting the Minister’s Statement of Expectations, especially on closing
the gap between Indigenous and non-Indigenous Australians and supporting rural
and regional Australia
• kept the Minister fully informed on Centrelink financial affairs and formal
arrangements with policy departments
• at 96.62 per cent, exceeded the 95 per cent target of payment correctness
• successfully implemented Budget initiatives in line with government commitments
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• implemented the Economic Security Strategy and Household Stimulus Package
payments and the annual Carer Supplement as part of the 2008–09 Budget.

Achievement against the Minister’s Statement of Expectations
Statement of Expectations
Centrelink’s accountability to the Australian Government for administering $86.8 billion
in program payments and services is outlined in the Statement of Expectations from
the Minister for Human Services to the Centrelink Chief Executive Officer.
Achievements against the Statement of Expectations—a summary
Pushing ahead with service delivery reform
As a significant part of the Government’s service delivery network, Centrelink actively worked
with the Department of Human Services to support the Service Delivery Reform Agenda.
Much of this work focuses on making customers’ dealings with government simpler and more
efficient, using modern technologies to strip out unnecessary contacts and providing easier
pathways to services. In Customer Service Centres, for example, Centrelink is upgrading
and expanding its self service PC capacity for customers to complete transactions such as
changing address, applying for an advance payment and declaring income.
Reducing red tape
With increased customer numbers creating more demand on Centrelink resources and
systems, Centrelink continued to find ways to streamline services and reduce red tape.
During the year, improvements to the website meant customers had more options to carry
out their business with Centrelink online. As well, work on automation, digitisation and
desktop faxing capabilities led to faster decision making and less paper-based processing.
Implementing election and other commitments
In 2008–09, Centrelink worked in partnership with the Department of Human Services,
and other government departments to implement a range of Budget and government
commitments on schedule. Major achievements included:
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• produced Annual Assurance Statements for major policy departments, which included
accurate and reliable performance information to demonstrate Centrelink is meeting
performance expectations

» 22 «

• introducing changes to the Baby Bonus, Child Care Tax Rebate, Family Tax Benefit
Part B, Jobs Education and Training Child Care fee assistance, and Maternity
Immunisation Allowance
• delivering Economic Security Strategy and Household Stimulus Package payments
• providing increased support for carers
• preparing for the implementation of same-sex discrimination law reform, which
included conducting a national media and advertising campaign
• establishing a new datalink with the Department of Immigration and Citizenship to
electronically check residence information
• implementing the Abolition of Temporary Protection Visas
• completing the BasicsCard rollout for income managed customers.
For more information, see Management of new Budget initiatives later in this chapter.
Addressing fraud and non-compliance
During the year, Centrelink increased its efforts to reduce fraud, errors, non-compliance
and overpayments. In 2008–09, Centrelink continued to build on existing capability by
extending its intelligence-led approach to fraud and investment in key relationships with
the Australian Federal Police and the Australian Crime Commission. For information about
compliance initiatives in 2008–09, see Compliance measures later in this chapter.
Closing the Gap between Indigenous and non-Indigenous Australians
Centrelink has a strong commitment to reconciliation and improving the health and
wellbeing of Indigenous Australians. During the year Centrelink continued to deliver key
elements of the Government’s Welfare Reform Agenda including:
• delivering compulsory Income Management in prescribed communities in the
Northern Territory, and compulsory and Voluntary Income Management in selected
communities in Western Australia
• developing and implementing the BasicsCard for income managed customers
• involvement in the Cape York trial to assist in implementing compulsory Income
Management
• establishing pilots of the School Enrolment and Attendance Measure in six Northern
Territory communities
• making changes to the Community Development Employment Projects Program
• undertaking approximately 1000 Remote Servicing Team visits to remote
communities in the Northern Territory.
For more information, see Chapter 4 Strengthening our customer focus in line with
government direction.

Case Study

Working with Indigenous communities.
After Centrelink Customer Service Adviser Patrick travelled from his
home town of Griffith in New South Wales to Alice Springs, he spent a
lot of the next year working in remote communities out of some unusual
‘offices’—under a tree, sitting beside a campfire, or at a table at a
community store.

Working
Indigenous
communities.
Inspired by his with
experiences
and the special
connections he established
with customers and their communities, Patrick was determined to
do more
to bridge
the gap between
Indigenous
andUndy
non-Indigenous
After
Centrelink
Customer
Service Offi
cer Patrick
travelled from his
Australians.
home town of Griffith in New South Wales to Alice Springs, he spent a lot
of the next year working in remote communities out of ‘new offices’—
Patrick spearheaded fundraising efforts with events like barbeques,
under a tree, in an old shack, or sitting beside a campfire.
competitions and a Volleyball Day, which involved Centrelink employees,
local government,
community
organisations,
Elders, Indigenous
people
Inspired
by his experiences
and
the special connections
he formed
with
and others and
in the
Alice
Springs community.
customers
their
communities,
Patrick was determined to do more to
bridge the gap between Indigenous and non-Indigenous Australians.
‘The result was several thousand dollars going to the new Conway Kids
Trust Fund,
which helps
to give young
Indigenous
people
the area a
Patrick
spearheaded
fundraising
efforts
with events
like from
barbeques,
better
education’,
Patrick
said.
‘Just
as
rewarding
was
the
fun
we had and
competitions and a Volleyball Day, which involved Centrelink employees,
seeing
how
enthusiastic
all
the
people
were.’
local government, community organisations, elders, Indigenous people and
others in the Alice Springs community.
Back home, Patrick says: ‘When I was up there, the richness of the
culture made me understand what we were missing in Griffith. So now
I’m working with local young Indigenous people to revitalise our lost
traditions, to give them a greater sense of pride and belonging, and to
create a more positive future’.
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Supporting rural and regional Australia
Centrelink maintained a strong focus on making it easier for people living in rural and
regional Australia to access services. Social workers, an increased number of Rural
Services Officers, and Mobile Offices are key elements in this approach, particularly in
providing support and payments to farmers and small businesses in drought-affected
areas, and in the aftermath of disasters such as bushfires and floods.
For more information, see Chapter 5 Developing a networked organisation.
Continuously improving service delivery quality
Centrelink commenced a number of initiatives to improve service delivery quality,
including:
• digitisation—which allows employees to receive and retrieve digital images of
documents that may have been scanned anywhere in Australia
• electronic customer file—an innovative approach to establish a system to accept and
electronically store any form/letter for an individual customer on an electronic file
• personalised service—having Customer Liaison Officers who meet and greet
customers as they enter Centrelink Customer Service Centres
• expanding the use of Interactive Voice Recognition—enabling customers to report
changes in their personal circumstances that would otherwise require them to speak
to a Customer Service Adviser
• entering an agreement with the Australian Taxation Office to give tax information to
Australians at Customer Service Centres across the country. This builds on similar
arrangements with Medicare Australia and the Child Support Program.
Ensuring input into policy development
Centrelink worked with policy departments and partner agencies on a wide range of
policy issues, particularly when those policies had service delivery implications. For
example, in 2008–09 Centrelink was closely involved in the Government’s National
Review of Drought Policy. Centrelink also worked with a number of policy departments
on policy and service delivery issues relating to economic stimulus payments and the
new Employment Services Model and New Compliance Framework.
Working through the Department of Human Services
Centrelink worked with the Department of Human Services to ensure the Minister was
kept fully informed about Centrelink services, activities and its work with the Australian
community. Centrelink provided the Minister with regular briefings and reports on
current issues.
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Various types of arrangements and agreements between Centrelink and Australian
Government departments and agencies, state and territory governments and
agencies, and the private sector set out what services Centrelink is expected to
deliver. (For a full list of services that Centrelink delivers, see Appendix 2 Our
partnerships.)
Usually agreements describe relationships and accountability arrangements. Many
agreements include Key Performance Indicators (KPIs) and articulate expected
program outcomes and targets. Some agreements, including Memoranda of
Understanding, may have different types of indicators or service standards.
Centrelink has Business Partnership Agreements with the Department of Education,
Employment and Workplace Relations, the Department of Families, Housing,
Community Services and Indigenous Affairs, the Department of Health and Ageing
and the Department of Agriculture, Fisheries and Forestry.
All Business Partnership Agreements (except the agreement with the Department
of Agriculture, Fisheries and Forestry) include business assurance arrangements
to ensure Centrelink meets the performance expectations of government, policy
departments, stakeholders and customers.
At the end of each financial year, the Centrelink Chief Executive Officer produces
Annual Assurance Statements for the Department of Education, Employment and
Workplace Relations and the Department of Families, Housing, Community Services
and Indigenous Affairs. The statements include accurate and reliable performance
information to demonstrate Centrelink is meeting performance expectations.

Department of Agriculture, Fisheries and Forestry
Centrelink and the Department of Agriculture, Fisheries and Forestry signed a
Business Partnership Agreement in June 2005. The agreement is designed to ensure
that Centrelink successfully delivers specific program outcomes for farmers and rural
and regional communities.
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Achievement of policy department Key
Performance Indicators
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The agreement includes four KPIs:
• payments made in a timely manner (target = 80 per cent)
• products and services delivered with high levels of correctness (target = 90 per cent)
• management information provided in a timely manner (target = 80 per cent)
• customers’ satisfaction with the quality of Centrelink’s people, services and
information (target = 70 per cent).
Performance
Centrelink met 100 per cent of the KPI targets in 2008–09.
Table 3: Department of Agriculture, Fisheries and Forestry revenue and
performance summary
Revenue ($’000)

Number of KPIs

KPIs met (%)

1

4

100

23 691

1 Revenue from the Department of Environment, Water, Heritage and the Arts is included in this table.

National Review of Drought Policy
During 2008–09, Centrelink was significantly involved in the Australian Government’s
National Review of Drought Policy.
This included lodging written submissions to both the Expert Social Panel and
the Productivity Commission. The submissions were the culmination of extensive
consultation within the Centrelink network, collection and analysis of valuable local
intelligence from rural communities, and extensive stakeholder consultation at the
national level.
Centrelink also supported the Department of Agriculture, Fisheries and Forestry
secretariat and the Expert Social Panel in conducting 25 public fora across the
country. The panel expressed its sincere thanks for the work of Centrelink Rural
Services Officers and welcomed the contributions of Centrelink employees from
National Support Office who travelled with the panel to provide support and advice.
The Expert Social Panel was particularly impressed by Centrelink Rural Services
Officers, with their report to the Government stating that the officers were ‘…
respected by their communities ... doing a good job at assisting farmers, rural
small business, and are linking into existing professional networks’. The panel
formally recommended that ‘the outreach mobility of human services to respond
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Department of Education, Employment and Workplace Relations
The Department of Education, Employment and Workplace Relations (DEEWR) was
formed in late 2007. Centrelink and DEEWR signed an interim Business Partnership
Agreement effective from 1 July 2008 to 30 June 2009, which was extended for
an additional three months to support the transition to a new agreement. The new
agreement will reflect Centrelink changed business arrangements due to its new
direct appropriation funding.
The relationship between DEEWR and Centrelink continues to be positive and
productive with open communication between both organisations ensuring the
Government is informed about emerging issues and options. Representatives from
DEEWR and Centrelink meet regularly to ensure that policy objectives are met
effectively and efficiently.
Throughout the year, Centrelink continued to work in a proactive and robust
partnership with DEEWR to identify opportunities to improve the policy and
procedures associated with income support payments for the Australian community.
On behalf of DEEWR, Centrelink delivers a wide range of services and payments that
assist Australians to participate in the labour market, support them while they are
looking for work or studying, support them if they have disability or illness, and assist
them to access a variety of services provided by third parties.
The past year has been important for the relationship, with Centrelink working closely
with DEEWR. This included developing the new Service Delivery Agreement due to be
implemented on 30 September 2009. Both parties also:
• responded to the Government’s commitment to support people affected by the
global financial crisis, with individuals offered additional support and referrals to
help them cope
• made referrals to training and provided assistance to apprentices, as part of the
Government’s Education Revolution
• finalised policy and service delivery requirements for the new Employment Services
Model that will apply from 1 July 2009.
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to rural people in times of stress, such as future periods of dryness, needs to be
improved, with one option being an expansion of the Centrelink Rural Services
Officers program’.

» 28 «

The new Employment Services Model is designed to provide more tailored assistance
to job seekers, particularly disadvantaged job seekers. The new services are
expected to include a better mix of training, work experience and other interventions
to help job seekers find suitable employment. Centrelink played a crucial role in
informing current job seekers about the changed arrangements, linking new job
seekers to appropriate employment service providers, and acting as the decision
maker for the new compliance arrangements. Centrelink contributed to the
implementation by delivering:
• formal and informal communication with job seekers affected by the changes
• regular and comprehensive internal and external communication about the impacts
of the changes on the community
• technology enhancements to support the new model
• comprehensive employee training strategies
• Service Delivery Implementation Plans.
During the year, DEEWR and Centrelink contributed to the support of people
affected by the Queensland and New South Wales floods and Victorian bushfires by
developing and delivering flexible options for job seekers who found it difficult to meet
participation requirements because of the floods and fires.
Centrelink also supported DEEWR to deliver the initial stages of the School Enrolment
and Attendance Measure, which supports parents in defined areas to meet their
obligations to have their children enrolled in, and attending school.
Under the interim arrangements in place for 2008–09, results for the DEEWR
portfolio involve reporting against Business Partnership Agreements with the former
Department of Education, Science and Training and the former Department of
Employment and Workplace Relations. A new reporting framework will be agreed and
implemented under bilateral management arrangements. (For more information about
the new arrangements, see the Report of the Chief Executive Officer in Chapter 1.)
Table 4: Department of Education, Employment and Workplace Relations revenue and
performance summary
Revenue ($’000)

Number of KPIs

KPIs met (%)

1 014 977

14

85.7

Centrelink met 12 out of 14 KPIs. The two KPIs that were not acheived related to
the timelines of processing some complex payments and debt recovery from income
support payments.
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In March 2009, Centrelink started processing pre-assessment grant claims for Small
Block Irrigator Exit Grants on behalf of the Department of Environment, Water, Heritage
and the Arts. This program is part of the Government’s Water for the Future Plan.
The grants help small irrigators stay in their communities while moving out of the
business of irrigation. Pre-assessments ensure that irrigators can make informed
decisions before they undertake to sell their water entitlements. Grants are conditional
on irrigators selling their water entitlements to the Australian Government, with the
water retained for environmental flows.
The Department of Environment, Water, Heritage and the Arts is responsible for the
administration associated with the sale of water entitlements.
For more information, see Small Block Irrigator Exit Grant Package in Chapter 4
Strengthening our customer focus in line with government direction.
The KPI is that:
• claims are assessed in a timely manner.
Performance
Centrelink met 100 per cent of the KPI target in 2008–09.
Table 5: Department of Environment, Water, Heritage and the Arts performance
summary
Revenue ($’000)

Number of KPIs

KPIs met (%)

1

1

100

N/A

1 Revenue is included in Department of Agriculture, Fisheries and Forestry revenue (see Table 3).

Department of Families, Housing, Community Services and
Indigenous Affairs
The relationship between Centrelink and the Department of Families, Housing,
Community Services and Indigenous Affairs (FaHCSIA) continues to be very positive,
characterised by open and robust communication, focusing on both strategic and
day-to-day matters. Both organisations have worked diligently and cooperatively to
ensure that policy is successfully developed and delivered and that key risks are
effectively identified and managed. Improvements made to the governance structure
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Department of Environment, Water, Heritage and the Arts
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supporting the management of information through the involvement of the Joint
Information Committee (see Management information, on the next page) have proven
effective. The joint Business Partnership Agreement Governance Committee also
continues to make progress in this area.
Several successful Business Intelligence Workshops were held during 2008–09. The
workshops aimed to help both FaHCSIA and Centrelink develop a joint understanding
and increased appreciation of policy intent and the impact on service delivery
capability. These insights are supporting strategic planning and the policy development
process. Each workshop covered a specific topic.
• The Homelessness and Child Protection workshop provided a sound basis for
ongoing policy development and service delivery responses in these areas.
• The Economic Downturn workshop (which included DEEWR) provided a common
understanding of the global financial crisis and its impact on employment and
service delivery requirements.
• The Management Information workshop provided an opportunity for both parties to
reassess priorities and understand management information requirements.
The current Business Partnership Agreement consists of 26 separate protocols. Of
these, during 2008–09 the following protocols were developed:
• Disability Support Pension
• Income Management (Northern Territory Emergency Response)
• Deeming Rates
• Rates Indexation.
The Business Partnership Agreement between Centrelink and FaHCSIA does not
measure performance against KPIs. Instead, the agreement includes five Service
Delivery Indicators. These represent key service delivery areas of risk to achieving
program outcomes. Centrelink has responsibility for four indicators—Payment Integrity,
Effective Customer Servicing, Data and Systems Integrity, and Assurance. FaHCSIA is
responsible for the fifth indicator—Policy Advice.
Performance
Centrelink reports its performance quarterly to FaHCSIA. Table 6 shows the results for
the April 2008–March 2009 reporting period. The performance ratings applied are:
• RED—significant issues
• AMBER—delayed
• GREEN—on track.
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Quarterly business
report ratings1
Percentage and number2

RED

AMBER

0.2% (1)

3.3% (18)

GREEN Total ratings
96.5% (526)

545

1 Due to timing of the reports, Quarter 4 data for June 2009 will be reported in the Centrelink 2009–10 annual report.
2 Due to a number of natural disasters, notably the Victorian bushfires and the Queensland and New South Wales floods,
some reports for the Disaster Preparedness and Recovery Protocol were not finalised before 30 June 2009 and therefore
are not included in these figures.

Reason for RED rating—Quarter 4 June 2008
A red rating was applied as Centrelink followed a Commonwealth Ombudsman
recommendation relating to the response to the Equine Influenza. A separate quality
assurance step is applied in the administrative process when appeals are lodged in
ex-gratia payments, which aligns with Centrelink’s Review and Appeals Process for
payments made under the Social Security Act 1991. Centrelink and FaHCSIA have since
agreed a Special Circumstance Case process that is satisfactory to both parties.
Management information
To assist in the effective management of information, a FaHCSIA–Centrelink Joint
Information Committee was established. The committee has been monitoring the
FaHCSIA Management Information Schedule of Tasks since March 2008 and providing
the Business Partnership Agreement Governance Committee with updates via monthly
reports. The Joint Information Committee will continue to provide these reports into the
future. The overall aim of the joint committee is to:
• strengthen the FaHCSIA and Centrelink relationship covering data and information
management and address issues arising under the Business Partnership
Agreement 2006–10
• ensure effective operation and management of data request priorities and oversight
of management information tasks, including monitoring progress
• assess and advise on the Information Sharing Framework. The framework outlines
established arrangements for accessing and using information between Centrelink
and FaHCSIA. Collaboration between and within agencies is fundamental in delivering
consistent and quality information suitable for social policy development and delivery
of services to individuals, families and communities.
Centrelink revenue for providing FaHCSIA services was $1 083 million.
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Table 6: Centrelink quarterly performance ratings—reports to the Department of
Families, Housing, Community Services and Indigenous Affairs
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Department of Foreign Affairs and Trade
Centrelink administers the Australian Passport Information Service (APIS) on
behalf of the Department of Foreign Affairs and Trade. The service provides
information on passport related matters to the Australian public in Australia and
New Zealand via phone and email. APIS also issues passport application forms
and makes appointments for customers needing to visit Passport Offices around
Australia. The service is delivered by APIS seven days a week. The arrangement
for providing this service was negotiated for three years from October 2006 with a
two-year extension option.
The service introduced in December 2007 to assist Australian citizens contacting the
London High Commission was discontinued in December 2008, with the Department of
Foreign Affairs and Trade deciding to deliver this service internally in London.
APIS also continues to deliver the Call Centre elements of the Smartraveller service on
behalf of the Consular Division of the department.
Performance
In 2008–09, APIS received 1.6 million calls, answered 118 400 emails and issued
224 100 forms. In addition, 16 376 Smartraveller calls were received.
There are 13 monthly service standards which require high level service and
measure service quality and output. Of the 156 individual measures for the financial
year, APIS met 155.
Table 7: Department of Foreign Affairs and Trade revenue and performance summary
Revenue ($’000)

Number of KPIs

KPIs met (%)

4503

13

99.4

Department of Health and Ageing
During 2008–09, Centrelink continued to carry out income and assets assessments for
aged care residents on behalf of the Department of Health and Ageing.
The KPIs in the Business Partnership between Centrelink and the department are:
• automatic matching of resident data against social security pension records
• manual matching of resident details against social security pension records
• obtaining and providing assessed income information for self-funded retiree residents.
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Starting on 1 November 2008, the Subsidised Insulin Pumps initiative helps with the
cost of insulin pumps for eligible people aged under 18 years with type 1 diabetes.
Centrelink provides confirmation of income status of eligible applicants, who submit
this information to the Juvenile Diabetes Research Foundation.
H1N1 Influenza 09
In February 2009, Centrelink activated an emergency response call line for the
Department of Health and Ageing in response to the H1N1 Influenza 09 outbreak within
the Australian community. Following the initial response, Centrelink also activated
arrangements with Department of Human Services portfolio agencies and managed
the call demand between the Child Support Program and Medicare Australia using
a national telephony platform. On behalf of the Department of Health and Ageing,
Centrelink made several thousand outbound calls to people identified by state and
territory health jurisdictions as requiring home based quarantine.
Performance
Centrelink met 100 per cent of the KPI targets in 2008–09.
Table 8: Department of Health and Ageing revenue and performance summary
Revenue ($’000)

Number of KPIs

KPIs met (%)

14 110

3

100

Department of Immigration and Citizenship
Under a Memorandum of Understanding with the Department of Immigration and
Citizenship, Centrelink provides facilities for the department to administer citizenship
tests in locations where it does not have an office. (For more information, see
Citizenship Testing in Chapter 4 Strenghening our customer focus in line with
government direction.)
There are no performance measures or Key Performance Indicators with the
Department of Immigration and Citizenship.
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Starting on 1 July 2008, the Medicare Teen Dental Scheme provides help with the
cost of an annual preventative dental check to eligible teenagers aged 12–17 years.
Customers can have their eligibility backdated to 1 January 2008. Centrelink provides
client eligibility data to Medicare Australia on a monthly and annual basis.
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Department of Innovation, Industry, Science and Research
(AusIndustry)
Centrelink delivers the LPG (liquefied petroleum gas) Vehicle Scheme on behalf of the
Department of Innovation, Industry, Science and Research, in a joint service delivery
model between Centrelink, Medicare Australia and AusIndustry.
The Australian Government established the LPG Vehicle Scheme in August 2006
to assist private-use motorists with the purchase of a new LPG vehicle or the
conversion of a new or used petrol or diesel vehicle to LPG. The program will close
on 30 June 2014.
In 2008–09, the Key Performance Indicator for the LPG Vehicle Scheme was:
• process 80% of applications within 10 working days of intially receiving a complete
application with the required documentation.
Performance
Centrelink met 100% of the KPI target in 2008–09.
Table 9: Department of Innovation, Industry, Science and Research revenue and
performance summary
Revenue ($’000)

Number of KPIs

KPIs met (%)

8220

1

100

Department of Infrastructure, Transport, Regional Development
and Local Government
During 2008–09 Centrelink continued to deliver three programs on behalf of the
Department of Infrastructure, Transport, Regional Development and Local Government—
the Tasmanian Freight Equalisation Scheme (TFES), the Bass Strait Passenger Vehicle
Equalisation Scheme, and the Tasmanian Wheat Freight Scheme. This included the
introduction of additional TFES assistance for King and Flinders islands from 1 July 2008
and the other islands of the Furneaux Group from 16 November 2008.
The Memorandum of Understanding between Centrelink and the department, due
to expire on 30 June 2009, was temporarily extended to 31 August 2009. This is to
provide for the agreement of terms for a new 2009–12 Memorandum of Understanding,
which will take effect from 1 September 2009.
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Centrelink revenue for providing these services was $1.52 million.

Department of Veterans’ Affairs
Under a Memorandum of Understanding with the Department of Veterans’ Affairs
Centrelink continued to deliver the Veterans’ Information Service in 15 regional
Customer Service Centres—eight in New South Wales, six in Queensland, and one in
South Australia.
Coffs Harbour and Port Macquarie Customer Service Centres in New South Wales
delivered Community Support Services. Four sites in South Australia also delivered
Veterans’ Agency Services.
The Department of Veterans’ Affairs conducts ongoing evaluations to assess Centrelink
performance and the effectiveness of services.
Centrelink revenue for providing these services was $450 000.

Protecting the integrity of outlays
Service profiling
Service (risk) profiling helps to identify Centrelink customers most at risk of unsuccessful
program outcomes, tailors services to individuals, and improves opportunities for people
most in need of assistance. Service profiling updates aim to assist in reducing incorrect
payments, ensuring ongoing eligibility compliance, and improving economic and social
participation outcomes for customers.
During 2008–09, Centrelink completed 945 030 service profiles. Relevant policy
departments agreed to reduce the 2008–09 targets because of the complexity of some
of the reviews.
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In March 2009, Centrelink implemented a new computer system that provides the
capability to lodge TFES claims online. In 2008–09, the processing site in Hobart
received a significant increase in the number of TFES claims lodged, with further
increases expected in 2009–10.
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Performance
As a result of the service updates, Centrelink identified:
• 157 361 (17.2 per cent) reductions to payments, which led to $22.5 million in
fortnightly savings (that is, yearly savings of $585 million)
• 106 906 (11.7 per cent) debts identified and raised, worth $22.4 million.
This compares to $29.6 million in fortnightly savings and $24.3 million in debts
identified and raised in 2007–08.

Payment correctness
Delivering the right payment to the right person at the right rate on the right date is a
priority for Centrelink. Centrelink aims to achieve a target of 95 per cent of payment
correctness and measures its performance using random sample surveys in sufficient
numbers to ensure confidence in the results.
The payment correctness result used in reports is defined as the proportion of surveys
that are found not to include errors made by Centrelink that have a dollar impact. The
payment correctness figure does not account for customer error or Centrelink errors
that do not impact on a customer’s payment. It reflects the impact of Centrelink error
on government outlays, rather than the proportion of customers correctly paid.
Performance
For 2008–09, Centrelink achieved payment correctness of 96.62 per cent, compared to
95.32 per cent in 2007–08.
Business integrity process redesign
In 2008–09, Centrelink selected two business integrity processes for redesign following
successful trials in 2007–08 to scan documents and correspondence rather than using
paper-based processes.
The redesigns draw on new digitisation capability within Centrelink to achieve a more
efficient processing model. Work can be selected by skilled staff from a virtual queue,
no matter where the staff are located.
The two redesigns involve Rent Assistance reviews and Taxation Declaration Form reviews.
Together, these identify more than one million individual risks of payment incorrectness.
The redesigns are set to improve consistency and accuracy and to speed up processing.
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To comply with the Commonwealth Fraud and Control Guidelines 2002, in 2008–09 the
Centrelink Chief Executive Officer certified that Centrelink complies with the guidelines,
conducts risk assessments and prepares payment risk management plans. These
assessments and plans include Centrelink fraud prevention, detection, investigation,
reporting and data collection procedures and processes.
Techniques Centrelink use to detect incorrect payments and fraud include:
• identity checks
• data-matching information held by Centrelink with information from other agencies/
organisations
• public ‘tip-offs’
• inter-agency compliance activities
• data analysis
• selecting customers for review based on their circumstances, duration of payments,
or a specific event.
Several Budget initiatives led to more compliance and review activity in 2008–09—see
Management of new Budget initiatives later in this chapter.
Centrelink completed 3.9 million reviews of eligibility and entitlement on behalf of the
Department of Education, Employment and Workplace Relations and the Department
of Families, Housing, Community Services and Indigenous Affairs (see Table 10). This
compares to 4.4 million reviews in 2007–08.
The reduction in the number of reviews for 2008–09 relates to the extra Centrelink
resources required to respond to national disasters and emergencies.
Table 10: Review activity

Reviews completed

Total

Total
fortnightly
savings

Reductions in
payment

Debts

Number

Number

%

$

Number

$

3 867 135

641 504

16.6

87 407 838

463 411

536 151 645

Source: Integrated Review System.
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Compliance measures
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Fraud intelligence and investigations
In 2008–09, Centrelink continued to build on existing capability by extending its
intelligence-led approach to fraud and investment in key relationships with the
Australian Federal Police and Australian Crime Commission. During the year Centrelink
used a new intelligence-led model which assesses cases against criteria to determine
the relative seriousness and priority of fraud related investigations. This resulted in a
lower number of investigations compared to 2007–08.
Performance
In 2008–09, Centrelink carried out 26 084 fraud related investigations, compared to
35 885 in 2007–08. This resulted in $113.4 million in debts and savings, compared to
$140.2 million in 2007–08.
Australian Crime Commission
In 2008–09, Centrelink further strengthened its relationship with the Australian Crime
Commission through increased investment and participation in key determinations. The
Australian Crime Commission disseminates intelligence reports to Centrelink where it
has identified persons or industry groups suspected of fraudulently receiving or claiming
a Centrelink payment.
Centrelink has two intelligence staff out-posted to the Australian Crime Commission
working as part of a multi-agency team, with members from seven other government
agencies, to jointly develop and share leading edge intelligence.
Australian Federal Police
During the year Centrelink and the Australian Federal Police agreed to a new
Memorandum of Understanding in relation to the 10 Australian Federal Police agents
that are out-posted to Centrelink Fraud Investigation Teams. These agents are
responsible for providing advice, training and assistance to Centrelink investigators.
Prosecution referrals
In 2008–09, Centrelink referred 5082 matters to the Commonwealth Director of Public
Prosecutions (CDPP) for consideration of prosecution action in relation to payments
made on behalf of the Department of Education, Employment and Workplace Relations
and the Department of Families, Housing, Community Services and Indigenous Affairs.
Performance
During the year, the CDPP prosecuted 3388 Centrelink cases for fraud with a
successful conviction rate of 99 per cent.
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Cases

Prosecuted

Acquitted

Convicted

3388

34

2973

1 381 cases resulted in the offence being proven, but no conviction was recorded.

Cash economy
In 2008–09, Centrelink commenced targeting cash economy investigations through
its intelligence framework. This has enabled Centrelink to identify key areas of risk for
future cash economy investigations. Current industries of interest for Centrelink with
regard to the cash economy are:
• labour hire
• private security
• restaurant & café
• fishing.
Centrelink supports a whole-of-government approach to addressing the risks associated
with the cash economy. Centrelink is a member of the Joint Agency Strategic Cash
Economy Working Group. With representatives from the Australian Taxation Office, the
Department of Education, Employment and Workplace Relations, and the Department
of Immigration and Citizenship, the group takes a coordinated approach to compliance
activities involving the cash economy.
Performance
In 2008–09, Centrelink carried out 7925 cash economy investigations, including 124 on
cash economy operations. These activities identified $15.2 million in savings and debts.
Identity related fraud
Identity related fraud involves people using fabricated, manipulated, stolen or
borrowed identities to claim payments from Centrelink. Intelligence analysts and fraud
investigators use advanced detection and investigation techniques to combat this type
of serious fraud.
Centrelink is one of 13 Australian Government agencies that make up the OPAL
Commonwealth Reference Group on Identity Crime. This group meets regularly to
focus on operational issues, establish links, exchange information on trends, and
keep up-to-date with the latest detection and investigation techniques and software.
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Table 11: Prosecution activity1
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Centrelink contributes to the Australian Crime Commission’s Australian Identity
Protection Register.
Performance
In 2008–09, Centrelink carried out 3873 identity related fraud investigations compared
to 11 399 in 2007–08. This resulted in $15.1 million in debts and savings, compared
to $19.7 million in 2007–08.
Public ‘tip-offs’
During the year Centrelink implemented a new tip-off system to improve the quality of
information gathering from the public in relation to people or businesses suspected of
fraudulently claiming or receiving a Centrelink payment.
In October 2008, the Australian National Audit Office tabled a report in relation to
the audit into the Centrelink tip-off system. The audit made six recommendations to
improve the overall process for managing tip-offs. Centrelink agrees with the findings
of the report and has either implemented or is in the process of implementing the
recommendations. For more information, see Appendix 5 Australian National Audit
Office activity.
Investigations of tip-off information continue to build community confidence in
the integrity of the income support system. People can phone the Australian
Government Services Fraud Tip-off Line on 13 1524, visit or write to Centrelink with
tip-off information, or report a suspected fraud online via the Centrelink website at
www.centrelink.gov.au
Performance
From public tip-offs received in 2008–09, Centrelink conducted 50 277 customer
entitlement reviews compared to 60 257 in 2007–08. This resulted in $119.3 million
in debts and savings, compared to $148.7 million in 2007–08.
In 2007–08 public tip-offs were higher because of a campaign which encouraged people
to report changes in their circumstances.
Data mining
Following a two-year pilot project which showed data mining is a cost effective debt
prevention and risk identification tool, in 2008–09 Centrelink decided to adopt this new
technology to identify more customers at risk of non-compliance.
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Data-matching initiatives
In 2008–09, Centrelink undertook data-matching activities in line with the Data-matching
Program (Assistance and Tax) Act 1990 and with social security law. This included:
• matching with data provided by:
– the Australian Securities and Investments Commission
– the Australian Taxation Office
– the Commonwealth Superannuation Administration
– the Department of Education, Employment and Workplace Relations
– the Department of Health and Ageing
– the Department of Immigration and Citizenship
– the Defence Housing Authority
– public and private education providers
– state and territory departments of corrective services
– state and territory registrars of births, deaths and marriages
• producing an annual report on the data-matching program, which is available on the
Centrelink web site at www.centrelink.gov.au
Verifying income and assets
The 2008 Budget provided Centrelink with extra resources to detect and investigate
suspicious claims, particularly through verifying income and assets via data-matching
with the Australian Taxation Office.
Performance
In 2008–09, increased data matching to verify income and assets led to $129.7 million
in savings and debts.
Residence data checks
Full functionality of the 2007 Budget measure which involves checking residence
data with the Department of Immigration and Citizenship was introduced from
8 December 2008—see Management of new Budget initiatives later in this chapter.
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Through analysing compliance reviews to determine their efficiency and effectiveness
in achieving savings, data mining also provides evidence on which to base resource
allocation for review activities across Centrelink.
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International fraud and compliance
During 2008–09, Centrelink continued to develop its international fraud and
compliance regime through increased information sharing.
Performance
In 2008–09, Centrelink completed 2856 reviews and investigations of customers living
overseas that resulted in $10.6 million in debts and savings. This compares to 2882
reviews and investigations and $9.8 million in debts and savings in 2007–08.
Foreign Pension Data Exchange project
The Foreign Pension Data Exchange project continues to develop and implement
electronic data exchange processes with many Centrelink international social security
agreement partners, to reduce the risk of incorrect payment. These exchanges enable
foreign pension rate increases to be applied automatically to a customer’s record,
resulting in a reassessment of their Centrelink entitlement.
The focus on increased information sharing will be further enhanced through a new
heads of department agreement between Australia, Canada, Ireland, New Zealand, the
United Kingdom and the United States that provides for mutual cooperation on fraud.
During the year, data exchange was successfully undertaken with Cyprus, Denmark,
Germany, Ireland, Italy, Malta, the Netherlands, Portugal, Slovenia, Spain and the
United Kingdom.
Performance
In 2008–09, the project led to 172 149 foreign pension data exchange reviews,
delivering savings of over $12.6 million. This compares to 152 743 reviews and
$7.9 million in savings in 2007–08.
Data exchange program between Australia and the United Kingdom
From 4 November 2008, the new United Kingdom (UK) data exchange program
allowed Centrelink and the UK Department of Work and Pensions to exchange limited
customer data.
Information relating to payments made to mutual customers is exchanged, allowing for
more accurate assessment of a Centrelink entitlement. The UK department regularly
provides Centrelink with a list of UK pension rate variations made to mutual customers
residing in Australia. In return, Centrelink provides the department with relevant
information following the death of a mutual customer.
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As at 30 June 2009, 185 000 Centrelink customer reviews had been finalised,
resulting in savings of $9.9 million.

Debt management
Australian National Audit Office activity
On 19 June 2008, the Australian National Audit Office (ANAO) issued report no. 42,
2007–08, Management of Customer Debt Follow-up Audit. The objective of this followup audit was to examine Centrelink’s progress in implementing the recommendations
of the 2004–05 audit and the subsequent Joint Committee of Public Accounts and
Audit (JCPAA) inquiry. The audit focused on Centrelink debt management operations
including prevention, identification, raising and recovery.
In implementing the recommendations of the previous audit and JCPAA inquiry, the
ANAO found that Centrelink had undertaken a significant ongoing restructure of its debt
management operations that it had improved consistency, efficiency and performance
measurement. This had allowed Centrelink to meet the performance requirements
of policy departments. However, the ANAO still found inconsistencies across the
Centrelink network, particularly in its allocation of resources to debt prevention, its
application of debt waivers, and its approach to recovering debts.
The ANAO made two recommendations to further improve Centrelink debt management
capabilities, relating to analysis of debt drivers and reviewing the approach to debt
management. These recommendations have been agreed to and are being progressed.
Joint Committee of Public Accounts and Audit
On 22 June 2009, the Joint Committee of Public Accounts and Audit tabled its Review
of the Australian National Audit Office Audit Report, No. 42, 2007–08, Management of
Customer Debt.
The committee made three recommendations to further enhance Centrelink
competence in managing debt. These recommendations relate to debt recovery and
debt waiver operations as well as an analysis of the Centrelink ageing debt base. The
committee has asked Centrelink to report its findings on the recommendations by
December 2009.
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Performance
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Debt raising
In 2008–09, Centrelink met the 70 per cent target of debts raised as a proportion of
the undetermined debt base. (Undetermined debts are payment anomalies that are yet
to be confirmed as legal debts. Once determined, these anomalies become ‘raised’
debts.) Table 12 shows debts raised during 2008–09.
Performance
The $1926 million in debts raised in 2008–09 compares to $1831 million in 2007–08.
Table 12: Debts raised during 2008–09
Type of debts
Total debts raised, including
Family Assistance Office debts

Number of debts

Amount raised ($ million)

2 187 821

1 926

Debt recovery
Customers have a range of repayment options including payments through Australia
Post, BPAY, by telephone, mail, over the internet and by direct debit.
When a customer has problems repaying a debt, Centrelink organises a repayment
agreement that ensures the customer is not put in financial hardship. Sometimes
Centrelink uses a contracted mercantile agent to manage the recovery of a debt, with
commission only paid on the recovered amount. Debts are only referred to mercantile
agents where a person is no longer receiving Centrelink payments and has failed to
make or maintain a recovery arrangement directly with Centrelink.
Performance
In 2008–09, Centrelink recovered $1091 million in customer debts, compared to
$1139 million in 2007–08.
The reduction in the recovery of debts completed during 2008–09 relates to the extra
Centrelink resources required to respond to national disasters and emergencies.
Compensation recovery
During the year, Centrelink applied compensation provisions across all administered
income support payments made under the Social Security Act 1991 on behalf of the
Department of Education, Employment and Workplace Relations and the Department
of Families, Housing, Community Services and Indigenous Affairs. The provisions
encourage people to use private resources, such as compensation payments, before
accessing Centrelink payments.
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In 2008–09, savings through compensation recovery amounted to $558.5 million,
compared to $455.8 million in 2007–08.
Centrelink Academic Reassessment Transformation Project (CART)
In the 2008–09 Budget, the Department of Education, Employment and Workplace
Relations Enhanced Connectivity between Centrelink and University Systems measure
provided funding for universities to facilitate the full implementation of the information
technology system linkage between universities and Centrelink. The Centrelink project
to implement this system linkage, known as CART, has led to a reduction in study
related debt.
The system linkage enables weekly notification of enrolment and study related changes
of student income support recipients to Centrelink. Involving 27 universities and
covering 100 000 student customers, student enrolment information is exchanged
using information technology links between Centrelink and participating universities.

External scrutiny
Commonwealth Ombudsman
During 2008–09, the Commonwealth Ombudsman received a total of 7224 approaches
concerning Centrelink—a decrease of 4.6 percent on the previous year. Of these
approaches, 20 per cent were investigated, covering 1733 issues.
Centrelink enjoys a strong and productive working relationship with the Ombudsman’s
Office. Regular meetings occurred during the year to discuss issues and areas of concern.
External audits
In 2008–09, the ANAO issued several audit reports that involved Centrelink—for
detailed information, see Appendix 5 Australian National Audit Office activity.
Centrelink actively responds to all ANAO recommendations, and the Centrelink Audit
Committee monitors progress. ANAO representatives attend all Audit Committee
meetings as observers.
In many cases ANAO recommendations directly involve the responsibilities of policy
departments. As the service delivery agency, Centrelink works with policy departments
to help them effectively respond to the recommendations.
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Performance
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Internal audits
Centrelink has an active and effective audit function which carries out internal audits to
identify risks and opportunities for improvement. The audit program is developed through
consultation with business areas within Centrelink and addresses corporate strategic
risks to correctly target audit and assurance activities. The audits provide independent
assurance on management performance in maintaining Centrelink Strategic Directions,
achieving operational objectives in line with organisational and legislative requirements,
and ensuring that high standards of probity and accountability are met.
Additionally, Centrelink:
• works closely with the ANAO and provides advice to the Joint Committee of Public
Accounts and Audit
• undertakes periodic external benchmarking to ensure that it continues to conform to
best practices
• ensures its employees undertake professional development activities
• fosters external relationships with private and public sector audit organisations
• maintains external networks within the Department of Human Services portfolio and
other audit areas within public sector departments and agencies and the broader
audit community.
Action on audit recommendations is monitored and reported to the Centrelink
Executive, the Audit Committee and the ANAO.
During the year, internal audits covered:
• financial management and operational compliance
• human resource management and processes
• business and service delivery performance
• project assurance
• information technology applications and projects.
Performance
In 2008–09, Centrelink conducted 51 internal audits.

Managing internal fraud
Centrelink has various confidential methods for the public and employees to report
internal fraud. All allegations of inappropriate employee involvement are assessed and
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During the year, Centrelink internal fraud prevention and control initiatives included:
• planning for fraud control
• conducting fraud prevention and ethics training
• developing programs for detecting and investigating potential fraud and misconduct
• regular reporting to the Centrelink Audit Committee.

Merit reviews
Centrelink reviews entitlement decisions internally. A customer can ask for a review
by the person in Centrelink who made the original decision and/or by a Centrelink
Authorised Review Officer.
Centrelink also responds to applications for review by the Social Security Appeals
Tribunal (SSAT) and the Administrative Appeals Tribunal (AAT).
Decisions most commonly challenged in merit reviews are:
• recovery of debts, including Family Tax Benefit reconciliation debts
• rejection of claim for payment
• Newstart Allowance participation failure
• rate of payment
• cancellation of payment
• start date of payments.
Table 13: Merit review applications
Applications
Internal reviews
SSAT

2007–08

2008–09

199 229

207 871

11 060

16 319

AAT—Customer applications

1 683

2 531

AAT—Secretary applications

254

108

The timeliness performance target for internal review is 75 per cent to be completed
within 28 days. This is a new Key Performance Indicator.
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suspected fraud or misconduct is investigated. When necessary, cases are referred to
the Australian Federal Police and/or the Commonwealth Director of Public Prosecution
for criminal proceedings.
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Response requirements for SSAT applications for review are:
• SSAT applications lodged with Centrelink must be forwarded to the SSAT within
seven days
• a statement of the findings of fact, referring to the evidence, and the reasons for the
decision under review, together with every relevant document, must be sent to the
SSAT within 28 days of receiving notice of an application.
Similarly, Centrelink must lodge with the AAT, within 28 days of receiving notice of
an application, a statement of the findings of fact, referring to the evidence, and the
reasons for the decision under review, together with a copy of every relevant document.
Table 14: Merit review timeliness
Key Performance Indicators—
internal measures

Target
%

2007–08
%

2008–09
%

Internal reviews within 28 days

75

N/A

78

SSAT applications sent within 7 days

100

87

92

SSAT documents sent within 28 days

100

100

100

AAT documents lodged within 28 days

100

88

96

Table 15: Merit review outcomes
Unchanged decisions1

Changed decisions

2007–08

2008–09

2007–08

2008–09

AROs

65.0%
(35 714)

69.2%
(57 259)

35.0%
(19 198)

30.8%
(25 515)

SSAT

68.0%
(6304)

70.1 %
(10 780)

32.0%
(2961)

29.9%
(4606)

AAT—Customer
applications

77.0%
(1200)

72.0%
(1533)

23.0%
(367)

28.0%
(596)

AAT—Secretary
applications2

65%
(233)

63.6%
(124)

35.0%
(125)

36.4%
(71)

1 Unchanged decisions include withdrawals for a number of reasons.
2 Secretary applications are managed in accordance with policy departments’ instructions.

Freedom of information
Freedom of information requests
Centrelink handles requests for access to documents in accordance with the Freedom
of Information Act 1982. All Centrelink Customer Service Advisers can release a range
of documents to a particular individual outside the formal Freedom of Information (FOI)
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When a Centrelink customer requests access to their income support payment
documents, FOI fees and processing charges generally do not apply. Authorised FOI
Officers handle both formal and informal FOI requests. Information about making an FOI
request is on the Centrelink website at www.centrelink.gov.au
Request statistics
In 2008–09, 18 311 requests were received. This represents a 13.3 per cent
increase over the previous financial year. Taking into account cases pending from
previous years, 18 432 requests were finalised. Of these, 10 396 were processed
as formal requests and 8036 were processed informally. The outcomes of the cases
processed formally are:
• applicants withdrew 235 requests before decisions on access were made
• full access was granted in 8278 cases
• part access was allowed in 1457 cases
• access was refused in 418 cases
• eight cases were transferred to other agencies.
Reviews of freedom of information
In 2008–09, 103 FOI requests were received for an internal review. Of the reviews
completed at the end of the year, 68 requests resulted in access or part access, four
resulted in alteration and/or annotation of the record, and 56 resulted in affirming the
original decision.
There were nine new applications to the AAT for review of Centrelink FOI decisions.
(Review decisions for the year include cases carried over from the previous financial
year that were completed in 2008–09.) At 30 June 2009 results were:
• five cases—original decision affirmed
• four cases—application withdrawn
• one case—decision changed
• two cases—decision no jurisdiction.
For Centrelink statements in accordance with Section 8 of the Freedom of Information
Act 1982 see Appendix 6 Reporting under the Freedom of Information Act 1982.
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process. Centrelink Customer Service Advisers can also assist an applicant to lodge a
formal FOI request.
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Privacy of customer records
Privacy protection
Centrelink collects a large amount of personal information about customers. To protect
this information, Centrelink has a strong privacy culture, which gives the community
confidence that their personal information is safe. To reinforce this culture, Centrelink
has a privacy education and awareness program for its employees.
The foundation of Centrelink’s privacy culture is the legal obligation to comply with the
Privacy Act 1988 and the confidentiality provisions contained in the various legislation
which it administers on behalf of policy departments, for example, the Social Security
(Administration) Act 1999.
Privacy investigations
Centrelink Privacy Officers investigate all incidents that involve potential privacy
breaches, including mail-out errors. Usually, Centrelink management, employees,
customers, the Commonwealth Ombudsman, Members of Parliament or the Office of
the Privacy Commissioner report incidents. Centrelink also audits employee access to
customer information in its computer records, to detect any unauthorised entry and
continues to enhance this capability by using data-matching and analysis techniques.
During 2008–09, there were 368 proven privacy incidents.
Table 16: Privacy breaches
Privacy incidents proven by breach type
Misdirected mail
Mail house

Number of incidents
156
6

• Unauthorised Access

85

• Unauthorised Disclosure

14

• Unauthorised Use

1

Information Privacy Principles (IPPs)
• IPPs 1–3 Collection

2

• IPP 4 Storage and security (including self service options)

37

• IPP 8 Accuracy

17

• IPPs 9–11 Disclosure (due to breakdown in procedures)
Total

50
368
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Office of the Privacy Commissioner
Centrelink has a close working relationship with the Office of the Privacy Commissioner,
which enables privacy complaint cases to be handled efficiently and effectively.
Complaints are quickly referred for investigation and response, resulting in better
service for the complainant.
In 2008–09, nine open cases were carried over from the previous financial year.
Another nine new cases were opened with the office, bringing the total to 18 cases for
the year. Centrelink finalised 10 cases with the office and, as at 30 June 2009, eight
cases were still open.
The Office of the Privacy Commissioner may issue a report or declaration about
Centrelink under sections 30 and 52 of the Privacy Act 1988. These statutory reports
and determinations enable the Privacy Commissioner to report directly to a Minister
and to make a decision either to dismiss or to substantiate a complaint. During
2008–09, there were no reports or determinations issued under these sections by the
Privacy Commissioner.

Management of new Budget initiatives
Centrelink continued to work with policy departments and the Department of Human
Services to deliver Government Budget initiatives in line with agreed implementation
schedules. Centrelink performed well in meeting the required timeframes. The status of
all Budget initiatives is reported monthly to the Department of Human Services.
In July 2008, Centrelink had 103 initiatives in progress. This comprised 65 continuing
measures from the 2006–07 and 2007–08 Budget years and 38 measures for the
2008–09 Budget year.
At 30 June 2009, Centrelink had 49 continuing initiatives to deliver, as well as another
44 initiatives from the 2009–10 Budget.
Table 17 shows a comprehensive list of Budget and new government measures, all of
which were implemented on schedule during 2008–09.
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There were 156 substantiated mail errors attributed to administrative error. There were
also six substantiated mail house errors involving a technical error in production. In
total these mail errors represent 44 per cent of the total number of privacy breaches.
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Table 17: Implemented Budget and new government measures at 30 June 2009
Budget year

Measure

2006–07

Child Support reforms:
• changes to the Family Tax Benefit treatment
of maintenance income arrangements

Responsible policy
department
Families, Housing, Community
Services and Indigenous
Affairs (FaHCSIA)

• communication strategy
2006–07

Fraud and compliance:

Human Services (DHS)

• address risks in payments to income
recipients who reside abroad
• addressing undeclared unearned income
• continuation of accelerated claimant matching
detecting incorrect Rent Assistance
• enhanced focus on serious social security
fraud
• detecting incorrect carer payments
2006–07

Fraud and compliance:

FaHCSIA

• improving cross agency activities
• investigation of the use of data mining as a
predictive and identification method
• legal action on serious fraud
• maintain funding for joint compliance activity
2006–07

National Emergency Call Centre—establishment

FaHCSIA

2007–08

Securing the future of aged care for
Australians—simplified income-tested care fees

Health and Ageing (DoHA)

2007–08

Centrelink Financial Information Service—
improved advice on compensation payments

DHS

2007–08

Securing the future of aged care for
Australians—increased capital funding for
residential care

DoHA

2007–08

Child Care Tax Rebate—quarterly payments

Education, Employment and
Workplace Relations (DEEWR)

2007–08

Fraud and compliance:

FaHCSIA

• consistent assessment of Family Tax Benefit
• preventing Carer Payment debt
• transfer of death registration information
2007–08

Department of Immigration and Citizenship
–Centrelink Residence and Portability Datalink

Immigration and Citizenship
(DIAC)/FaHCSIA

2007–08

Fraud and compliance— consolidation and
expansion of risk profile reviews for student
payments

DEEWR (formerly Education,
Science and Training)

2007–08

Fraud and compliance—verification of earnings
to improve the accuracy of payments.

DEEWR
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Measure

2007–08

Humanitarian Settlement Initiatives—extending
the Crisis Payment to newly arrived humanitarian
entrants on arrival in Australia

FaHCSIA

2007–08

Mobility Allowance—expanding eligibility criteria

DEEWR

2007–08

Northern Territory Emergency Response—
transitioning people off CDEP participant
payments to income support while retaining
CDEP activities until 30 June 2008

FaHCSIA

2007–08

Social Security Agreement between Australia and
Greece

FaHCSIA

2007–08

Social Security Agreement between Australia and
Korea—establishment

FaHCSIA

2007–08

Social Security Agreement between Australia and
Japan

FaHCSIA

2007–08

Influenza pandemic—managing the social and
community impacts

DoHA

2008–09

Economic Security Strategy payments to
pensioners, seniors, carers and families

FaHCSIA

2008–09

Household Stimulus Package payments to single
income families, eligible students and eligible
farmers

Agriculture, Fisheries and
Forestry, FaHCSIA, DEEWR

2008–09

Employment Services Model

DEEWR

2008–09

School Enrolment and Attendance Measure pilot

DEEWR

2008–09

Removal of differential treatment of same-sex
couples and their children—law reform

DEEWR/FaHCSIA

2008–09

Better targeting and delivery of Family Tax
Benefit—$150 000 income test on primary
earner for Family Tax Benefit Part B

FaHCSIA

2008–09

Carer Supplement 2009

FaHCSIA

2008–09

Carers—improved support

FaHCSIA

2008–09

Extension of Carer Adjustment Payment

FaHCSIA

2008–09

Employment Entry Payment—abolish from 1 July
2008

DEEWR

2008–09

Insulin Pumps—subsidy for young people with
type 1 diabetes

DoHA

2008–09

Remote Area Exemptions lifted

DEEWR

Increased employment service delivery for
customers
2008–09

Enhanced Opportunities for Employment and
Participation in Remote Communities

DEEWR

2008–09

Introduce a ‘No Show, No Pay’ Activity Test
Compliance Model

DEEWR

2008–09

Child Protection Measure pilot

DEEWR/FaHCSIA
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Responsible policy
department

Budget year
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Budget year

Measure

Responsible policy
department

2008–09

Abolition of Temporary Protection Visas

DIAC

2008–09

Baby Bonus—Income Test and Instalment
Payments

FaHCSIA

2008–09

Maternity Immunisation Allowance—pay in two
instalments

FaHCSIA

2008–09

Jobs Education and Training Child Care fee
assistance—extend eligibility from one to two
years of full-time study

DEEWR

2008–09

Child Care Benefit—remove the minimum rate

DEEWR

Management of new initiatives in 2008–09—some examples
Department of Immigration and Citizenship Datalink
From 8 December 2008, a new datalink with the Department of Immigration and
Citizenship became fully functional. Announced in the 2007 Budget, the datalink means
every new claim for a Centrelink payment or concession card is checked electronically
for residence information. The department automatically notifies Centrelink of individual
changes—for example, departures from and returns to Australia, and visa changes.
Centrelink customer records are also updated automatically. Some higher-risk claims
are assessed manually.
A further element of the project was the review of Family Tax Benefit customers
who, as a result of electronic checking, may not have met the residence
requirements for payment.
Performance
In 2007–08, Centrelink achieved $7.4 million in savings from new manual and automatic
reviews. Debts raised from Family Tax Benefit customers totalled $10.5 million.
Age pension age customers
In 2008, Centrelink delivered bonus payments to Australians of age pension age
receiving an income support payment, Commonwealth Seniors Health Card holders
and customers on Mature Age Allowance, Partner Allowance, Widow B Pension, Widow
Allowance and Wife Pension.
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In the 2008–09 Budget, the Government announced a package of reforms to
employment servicing to commence from 1 July 2009. The Department of Education,
Employment and Workplace Relations is responsible for this reform package. The
package includes the introduction of Job Services Australia to replace the Job Network
and a new compliance framework that is more ‘work-like’, including a ‘No Show, No Pay’
activity test model.
During 2008–09, Centrelink successfully prepared for the implementation of the new
Employment Services Model, particularly in developing service delivery processes,
procedures, support tools and information technology systems. Employee training was
also undertaken in the months immediately before implementation, to help employees
understand and explain the new servicing model to customers.
School Enrolment and Attendance Measure
In May 2008, the Australian Government provided $17.6 million for a pilot with state
and territory governments, non-government education authorities, and parents to
improve school enrolment and attendance. (For more information, see Improving School
Enrolment and Attendance through Welfare Reform in Chapter 4 Strengthening our
customer focus in line with government direction.)
Removing same-sex discrimination
The removal of differential treatment of same-sex couples and their children—law
reform was announced in the 2008–09 Budget. The reforms remove discrimination to
enable same-sex couples and their children to be recognised by Commonwealth law.
From 1 July 2009, changes to social security and family assistance legislation mean
that customers who are in a same-sex de facto relationship will be recognised as
partnered for Centrelink and family assistance purposes. These changes affect the
payments of most customers in same-sex de facto relationships.
In the lead up to the 1 July 2009 implementation, Centrelink conducted an
advertising and media campaign to inform customers about the changes to the
legislation. The campaign encouraged affected customers to contact Centrelink and
declare their relationship. The campaign included online, press and radio advertising
across metropolitan, regional, gay, Indigenous and multicultural media.

Centrelink annual report 2008–09

Chapter 3: Building confidence in Centrelink

Employment Services Model and New Compliance Framework
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A voluntary declaration period was in place from 30 March to 30 June 2009. During
this period 2100 customers had contacted Centrelink to advise that they were living
as a member of a couple with a same-sex partner. Their payments and entitlements
will be reassessed from 1 July 2009.
Abolition of Temporary Protection Visas
On 9 August 2008, the Department of Immigration and Citizenship abolished
Temporary Protection and Temporary Humanitarian visas. These visas had previously
been issued to asylum seekers found to be owed protection under Australia’s Refugee
Convention obligations, and gave holders limited access to Centrelink payments and
other services.
Under this initiative, existing and former Temporary Protection visa holders became
eligible for Permanent Resolution of Status visas which give them access to the same
entitlements as refugees.
Centrelink worked closely with the Department of Immigration and Citizenship and
the Department of Families, Housing, Community Services and Indigenous Affairs to
develop policy and procedures for this initiative to facilitate the transfer of 771 asylum
seekers to permanent residency and mainstream payments and programs.
Families and Child Care Program
In 2008–09, Centrelink successfully implemented changes to several elements of the
Families and Child Care Program.
Baby Bonus
Changes to Baby Bonus from 1 January 2009 included:
• introducing income testing for Baby Bonus
• paying the bonus in 13 fortnightly payments instead of a lump sum
• extending the amount of time allowed to make a Baby Bonus claim from 26 weeks to
52 weeks
• making Baby Bonus available to parents who care for and have adopted a child who
is under 16 years of age.
Child Care Tax Rebate
Child Care Tax Rebate assists families with the cost of approved child care. From
July 2008 the Child Care Tax Rebate percentage for out of pocket child care
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Family Tax Benefit Part B
Family Tax Benefit Part B provides extra assistance to families with one main income,
including single parents. From 1 July 2008, Family Tax Benefit Part B is only available
to families where the primary income earner in a couple, or a single parent has an
adjusted taxable income of $150 000 or less.
Jobs Education and Training Child Care fee assistance
Jobs, Education and Training Child Care fee assistance provides extra help with the
child care costs for eligible parents on income support who are undertaking voluntary
work, study, job search, or paid work. From 1 July 2008, eligibility for the assistance
was extended from one year to up to two years of full-time study.
Maternity Immunisation Allowance
From 1 January 2009, Maternity Immunisation Allowance was paid in two amounts
instead of a lump sum. The amounts are paid when immunisation requirements are
met and a child is aged 18–24 months and 4–5 years. As well, Maternity Immunisation
Allowance was extended to include adopted children from outside Australia who enter
Australia before they turn 16.
For more information about implementing Budget and other government initiatives,
see chapters 4 to 7.
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expenses increased from 30 per cent to 50 per cent. The maximum limit per child
per year increased from $4354 to $7500. Child Care Tax Rebate commenced to be
paid quarterly to Child Care Benefit customers who received Child Care Benefit as
reduced fees, although customers can still choose to receive an annual payment.
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Chapter 4

strengthening
our customer focus in line
with government direction
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Centrelink meets the challenges of ‘strengthening our customer
focus in line with government direction’ by ensuring that we continue
to build on our strong customer focus when delivering government
policies and agendas.
Tracking performance
Centrelink tracks its performance against this strategic theme by measuring how it is
making it easier for customers to deal with Centrelink.

Main performance results
Table 18: Centrelink targets and results for 2008–09—Strengthening our customer
focus in line with government direction
Strategic objectives

Target %

Result %

88.0

89.3

5.0

42.0

70.0

57.9

Customer Service Charter Standard 2—customers who report waiting
longer than 10 minutes in a queue when they come into a Centrelink
office

N/A

41.2

Customer Service Charter Standard 3—customers who report that if a
question cannot be answered immediately, that Centrelink gets back to
them within an agreed time

N/A

75.7

Customer Service Charter Standard 4—customers who report that we
always behave in a way that upholds the Australian Public Service Code of
Conduct and the principles of the Charter of Public Service in a culturally
Diverse Society

N/A

94.7

Customer Service Charter Standard 5—customers who report that we
work to match Centrelink services to their individual circumstances

N/A

84.7

Customer Service Charter Standard 6—complaints resolved within five
working days

90.0

95.2

N/A

80.2

75.0

78.1

Overall level of customer satisfaction
Increases in online transactions
Customer Service Charter Standard 1—customers phone calls answered
within 2½ minutes

Customer Service Charter Standard 7—customers who report that we
clearly explain our decisions to customers and tell them about their rights
and responsibilities and what they need to do
Customer Service Charter Standard 8—when customers ask Centrelink
to review a decision we have made, the review will usually be completed
within 28 days
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• successfully rolled out Welfare Payment Reform initiatives, including Income
Management and the BasicsCard
• established a new Remote Servicing Division to improve services to Northern
Australia
• introduced the use of ultra mobile PCs by Customer Liaison Officers to help reduce
queue wait times
• recorded growth in customers reporting online via Interactive Voice Recognition
• provided Call Centre capacity to process urgent payments for customers in crisis
• used cutting edge technology to implement speaker verification (voice biometric
technology) through Centrelink Call Centres
• opened a concept lab to test new products and ideas with customers
• increased the target for customer satisfaction from 86 to 88 per cent, and achieving
89.3 per cent in 2008–09.

Welfare Payment Reform
The previous government initiated Welfare Payment Reform programs. They contained
five key initiatives—Northern Territory Emergency Response, Child Protection Scheme of
Income Management, Voluntary Income Management, Cape York Welfare Reform Trial and
School Enrolment and Attendance Measure.
The first four initiatives use Income Management of specified income support and family
assistance payments as a tool to provide for the wellbeing of families and children to
ensure that priority needs are met. Only one Income Management regime applies to any
payment recipient at any one time.
Income Management means that part of a person’s income support payments is managed
to help pay for essential items such as food, rent, clothing, electricity, medicine and basic
household items. Prohibited items such as alcohol, tobacco, pornography or gambling
cannot be purchased using income managed funds.
To meet an income managed customer’s needs, Centrelink can allocate funds via a range
of methods including regular and one-off payments directly to third party organisations and
the BasicsCard.
The fifth Welfare Payment Reform initiative encourages parents to ensure their children enrol at
and attend school. Parents who fail to provide evidence of this may have their income support
payments suspended. As at 30 June 2009, no parents had their payments suspended.
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Northern Territory Emergency Response
The Northern Territory Emergency Response was introduced to protect Aboriginal
children from abuse and build a basis for a better future in Indigenous communities.
The reforms affect Indigenous and non-Indigenous people who live in the 73 prescribed
areas including Town Camps and associated outstations and homelands in the
Northern Territory who receive certain welfare payments.
For a customer, half of all income support and family assistance payments and
100 per cent of advances, lump sums and Baby Bonus instalments are income
managed. The funds are paid into a Centrelink Income Managed account and then
distributed to the BasicsCard or to third party organisations, such as utilities and
home care services that provide food, power cards, fuel and clothing. The other
half of a person’s payments is paid to them in their nominated way, for instance
deposited in their bank account.
Centrelink Remote Servicing Teams visit the prescribed communities to explain Income
Management arrangements to affected customers and work closely with them to work
out how to allocate their income managed funds.
A customer can stay on Income Management while the area they live in remains a
prescribed community. There are some exemptions to Income Management, mainly for
volunteers assisting with the emergency response and students temporarily residing
elsewhere to attend educational institutions.
Positive feedback on Income Management
In most communities there is positive support for Income Management particularly
by women and clinics. A clinic in a ‘top end’ community advised Centrelink that since
Income Management the reported cases of anaemia have decreased. The clinic report
implied there were better nutritional levels since Income Management started, as fresh
food is available and store allocations ensure that people are spending their money on
healthy food.
Another clinic informed Centrelink that all under five year-olds, except for one, had
made weight gains following the implementation of Income Management. The clinic
staff attributed the weight gains to the fact that money was allocated directly to the
store where food could be purchased.
There have also been reports to Centrelink that in some communities, domestic and
family violence fuelled by alcohol has dropped. A woman in Central Australia told
Centrelink that a family member no longer ‘humbugs’ her for her money since the start
of Income Management.
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During the year:
• Centrelink rapidly mobilised a significant temporary workforce in the Northern
Territory to implement Income Management—at its peak in excess of 200 employees
• the Northern Territory Emergency Response Operations Commander and Deputy
Commander acknowledged Centrelink’s efforts in delivering a complex policy in
difficult circumstances.
As at 26 June 2009:
• 15 182 customers had their payments income managed
• over $198.41 million in income managed funds was distributed to third party
organisations providing priority goods to income managed customers.
Child Protection Income Management in Western Australia and Voluntary
Income Management
In February 2008, the Australian Government announced that, with the Western
Australian Government, it was introducing the Child Protection initiative in selected
Western Australian communities.
Under Child Protection Income Management, state government authorities have the
option of asking the Australian Government to manage income support and family
payments in the selected communities. This may occur where they believe poor
financial skills are contributing to child neglect.
Under Voluntary Income Management, customers on certain income support and
family assistance payments can request that Income Management be applied to
their payments.
Child Protection Income Management and Voluntary Income Management applies
to the Mirrabooka, Midland, Joondalup and Cannington districts of Perth, and the
Kimberley region. Public information sessions about these initiatives were held at all
of these locations.
Voluntary Income Management is also available to refugees.
Community organisations have shown strong support for Centrelink initiatives that
help voluntary income managed refugees better manage their finances.
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Performance
As at 26 June 2009, there were 33 customers on Child Protection Income Management
and 157 customers on Voluntary Income Management.
Up to 26 June 2009, $172 829 was income managed for Child Protection Income
Management, while $914 235 was income managed under the Voluntary Income
Management initiative.
Cape York Welfare Reform Trial
As part of Welfare Payment Reform, the Cape York Welfare Reform Trial aims to improve
the health and wellbeing of Indigenous families and their children and communities.
Running from 1 July 2008 to 31 December 2011, the four Cape York communities
participating in the trial are Aurukun, Coen, Hope Vale and Mossman Gorge.
The trial aims to promote engagement in the real economy, reduce passive welfare, and
rebuild social norms to improve the wellbeing of children via obligations attached to
welfare payments. The Queensland Government established the Family Responsibilities
Commission to advise Centrelink of obligation breaches and to refer participants to
Centrelink for Income Management if appropriate.
Centrelink is working closely with income managed customers to ensure the money
is spent on essential items. Customers also have access to financial counselling and
other support services.
Performance
As at 26 June 2009, 54 customers in the Cape York communities were on Income
Management. Up to 26 June 2009, a total of $256 869 in income managed funds was
distributed to third party organisations providing priority goods to income managed
customers.
BasicsCard
The BascisCard is a reuseable PIN protected EFTPOS style card that allows income
managed customers to purchase essential goods and services from a range of
approved BasicsCard merchants. The BasicsCard was rolled out on 8 September 2008,
and is available to income managed customers under the Northern Territory Emergency
Response, Child Protection, Cape York Welfare Reform Trial and Voluntary Income
Management.
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To provide customers with more options to obtain their BasicsCard balance,
Centrelink introduced a 1800 number in June 2009. Customers can phone FreecallTM
1800 057 111 to get their BasicsCard balance via an automated self service facility.
Performance
As at 26 June 2009:
• Centrelink had issued 17 950 BasicsCards to income managed customers—this
figure does not reflect the number of customers currently participating in Income
Management. It includes customers who may no longer be participating in an Income
Management measure but were issued a BasicsCard for that measure and could
have maintained an active BasicsCard
• over $76 million was spent using the BasicsCard
• Centrelink installed 33 telephones in community stores across 27 communities that
are hot-linked to the Income Management telephone line
• Centrelink produced a four-minute DVD in English and 16 Indigenous languages to
explain the BasicsCard to customers
• Centrelink approved and activated 913 BasicsCard merchants to accept the
BasicsCard around Australia.
Improving School Enrolment and Attendance through Welfare Reform
The Australian Government is committed to improving educational outcomes for children and
is testing the effectiveness of linking school enrolment and attendance to parents’ income
support payments as a means to achieving higher school enrolment and attendance.
In May 2008, the Australian Government provided $17.6 million for a pilot with state
and territory governments, non-government education authorities, and parents to
improve school enrolment and attendance. Initially, the measure is being trialled in six
communities in the Northern Territory.
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BasicsCards are issued to income managed customers in face-to-face interviews
with Centrelink. BasicsCards offer income managed customers more choice and
flexibility for purchasing essential goods and services. Centrelink introduced an Income
Management telephone line (13 2594) which operates 24 hours a day. Customers can
phone about any Income Management matter, including the BasicsCard, reporting any
lost or stolen BasicsCards, and obtain BasicsCard balances. During business hours,
income managed funds can also be transferred to, and recalled from, the BasicsCard
via the Income Management Line.
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Centrelink collected enrolment information in four communities (Katherine, Katherine
Town Camps, Hermannsburg and Wallace Rockhole) from January 2009, and in the
Tiwi Islands and Wadeye from March 2009.
From April 2009, the attendance component of the School Enrolment and Attendance
Measure was implemented with the Northern Territory Department of Education and
Training and participating non-government education authorities.

Connecting services to payments
Referral to employment services
Centrelink plays a key role in connecting Australians with services designed to assist
them in gaining employment or to address barriers preventing their engagement with
the labour market. Centrelink refers customers to employment assistance programs
as part of their compulsory activity test or participation requirements. Customers can
also be referred to a range of assessments and activities designed to determine their
capacity to engage in the labour market.
As part of its broader role in supporting Australians to access community services,
Centrelink also refers customers to community agencies and not-for-profit
organisations. As a customer’s circumstances can change, referrals can be made at
any time. In this way Centrelink plays a critical role in supporting vulnerable people by
ensuring they have specialist support when they need it.
Job Capacity Assessments
On 1 July 2006, the Job Capacity Assessment Program was introduced as part of
the Welfare to Work reforms. A Job Capacity Assessment provides a comprehensive
assessment of an individual’s work capacity and any barriers to finding employment,
including the impact of any medical conditions on their ability to work.
Centrelink uses Job Capacity Assessments to help determine an individual’s eligibility
for income support and any participation requirements. Centrelink also uses the
assessments to refer customers to Employment Services Providers or other programs
to help people improve their work capacity.
Centrelink delivers Job Capacity Assessments from Centrelink Customer Service
Centres across Australia, as well as through visiting services in remote and rural
locations. The Centrelink Job Capacity Assessor workforce of over 500 allied health
professionals includes psychologists, social workers, occupational therapists and
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Centrelink has responded to the outcomes of the Government’s Job Capacity
Assessment Review with a strong and continuing focus on improving all aspects of the
assessment process and the customer experience.
Performance
In 2008–09, Centrelink completed 246 219 Job Capacity Assessments. Of these,
212 838 assessments identified that the person could benefit from a program of
assistance and recommended a referral to the most appropriate service.
Job Capacity Account
Job Capacity Assessors can access the Job Capacity Account to fund short-term
interventions such as cognitive behaviour therapy, behaviour management and
modification, pain management, social casework and counselling programs. These
programs help job seekers overcome barriers to workforce participation and improve
their ability to benefit from Job Services Australia assistance.
Performance
In 2008–09, Centrelink Job Capacity Assessors referred over 13 822 customers
to Job Capacity Account interventions. A range of health professionals, within and
external to Centrelink, delivered these interventions.
Compliance framework
The compliance framework closely links the payment of income support to an
individual’s participation in the labour market and adherence to their activity
agreement. The personalised agreement sets out the steps a job seeker must take to
become employed or increase their chances of becoming employed. The compliance
framework affects job seekers who have compulsory activity test or participation
requirements while receiving Newstart Allowance, Youth Allowance (job seeker),
Austudy, Parenting Payment or Special Benefit.
When a job seeker fails to meet a requirement without a reasonable excuse, a
participation report is created to start an investigation of the circumstances.
Centralised teams (see Participation Solutions Teams on the next page) investigate
these reports and decide whether to apply a ‘failure’. A failure may involve a financial
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physiotherapists. These allied health professionals may also deliver short-term
pre-vocational interventions funded through the Job Capacity Account.
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penalty of up to eight weeks without payment for repeated failures or for failures that
call into question a job seeker’s qualification for payment.
Participation Solutions Teams
Participation Solutions Teams carry out the actions required by the compliance
framework. Teams are located ‘virtually’ across the country under a one-governance
arrangement. The primary role of the teams is to assess cases when customers
have not met their participation requirements. Centrelink and contracted Employment
Services Providers report potential non-compliance cases to the Participation Solutions
Teams for investigation.
Participation Solutions Teams are responsible for considering all factors that may
have contributed to a participation failure, especially taking account of a customer’s
vulnerability and ability to comply. Customer Service Advisers in Participation Solutions
Teams carry out individual assessments with each customer. When needed, the teams
use specialist staff, including Indigenous Service Officers and social workers, to help
with assessments.
In the 2008–09 financial year, the Participation Solutions Teams investigated
628 987 participation reports. This is made up of 562 777 participation failures
and 66 210 serious failures.
Financial case management
When a job seeker, who is either exceptionally vulnerable or has vulnerable
dependants, faces an eight-week non-payment period, Centrelink offered financial
case management services to help prevent hardship. Eligible job seekers had their
essential expenses paid up to the limit of the income support they would otherwise
have received. Essential expenses include reasonable costs of living, such as food and
other household provisions (for example, laundry detergent, and personal hygiene and
pharmaceutical products), rent, mortgages, medical expenses, rates, gas, electricity,
telephone, public transport and other reasonable costs.
In 2008–09, 2805 job seekers were assessed as eligible for financial case
management and 2322 job seekers accepted the offer. Non-government organisations
serviced 650 job seekers and Centrelink Social Workers serviced 815 job seekers. At
the time of data extraction, 857 job seekers had not been linked with a provider.
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Improving Centrelink service delivery in remote Northern Australia
In mid-2008 Centrelink established a new Remote Servicing Division to manage remote
services across Northern Australia. The division is developing new and consistent
service delivery strategies to ensure customers in remote areas have better access to
Centrelink payments and services.
Reflecting the Government’s commitment to closing the gap in real-life outcomes
between Indigenous and non-Indigenous Australians, the division is implementing
a remote servicing model to provide a service delivery platform that is flexible,
accountable and financially sustainable.
New Remote Service Hubs in Cairns, Alice Springs, the Kimberley, and another planned
for Darwin, are designed to harness more efficiently the capacities of Remote Servicing
Teams and on-the-ground resources such as Centrelink Agents, Remote Area Service
Centres and Customer Service Centres.
The division actively forms partnerships with a range of organisations, including
federal, state and territory and local government agencies to deliver services. The
division focuses on engaging directly with customers, particularly those living in remote
Indigenous communities, to shape services that are culturally appropriate, effective
and empowering.
The Remote Servicing Division includes the Northern Territory Operations Group, with
employees providing services to remote communities and undertaking more than
1000 field trips during 2008–09. Employees are trained in four-wheel driving, first aid,
cultural awareness and other areas, such as trip planning, data analysis and the use of
portable satellite systems, which are essential to successful remote servicing.
During the year, Remote Servicing Division activities included:
• completing the rollouts of Income Management and the BasicsCard
• introducing the School Attendance and Enrolment Measure
• sending employees from the Northern Territory Operations Group to work as
volunteers in the Victorian emergency response following the bushfires
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• working closely with the Aboriginal Interpreter Service to communicate with
customers, including the production of a DVD for communities to promote the
interpreter service
• using place based services to implement the Urban Indigenous Itinerant initiative
to assist vulnerable and disengaged itinerant and homeless people with income
support in major urban centres, Income Management, participation obligations,
return to country, housing needs and referral to specific service providers
• implementing Community Development Employment Projects Program initiatives in
the Northern Territory.

Increasing Indigenous peoples’ participation
Community Development Employment Projects
The Community Development Employment Projects (CDEP) Program was set up in
1979. The program paid CDEP wages to Indigenous participants who usually worked on
jobs in their own communities. As part of the Northern Territory Emergency Response,
CDEP was to be progressively dismantled in prescribed Northern Territory communities.
This progressive closure started in September 2007.
On 10 December 2007, the new Australian Government placed a moratorium on
dismantling CDEP in the Northern Territory. On 1 July 2008 CDEP was reintroduced in
the Northern Territory. Twenty independent CDEP providers and eight shire councils
deliver CDEP in the Northern Territory.
On 19 December 2008, a new integrated approach to employment services for
Indigenous Australians was announced to start on 1 July 2009. Under CDEP
reform, this new approach will support Indigenous Australians to achieve economic
independence. It will include paying CDEP wages to existing CDEP participants, paying
other income support payments to new CDEP participants, and providing better access
to employment services, training and job opportunities.
In partnership with the Department of Families, Housing, Community Services and
Indigenous Affairs and the Department of Education, Employment and Workplace
Relations, Centrelink played an integral part in educating and informing CDEP
participants and other community members about CDEP reform implementation.
As at 15 May 2009, Centrelink had been involved in 72 CDEP reform community
presentations.
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In communities where CDEP is to continue, Centrelink Remote Servicing Teams
maintain a focus on CDEP reform during each visit, reinforcing key messages
around the changes, assisting customers to lodge claims for the CDEP Participant
Supplement, and educating participants about the need to register for job seeker
services. Centrelink Remote Servicing Teams identify CDEP participants to provide
them with consistent support and servicing arrangements during the implementation
of CDEP reform.
Lifting Remote Area Exemptions
Until recently, many people living in remote communities receiving certain income
support payments were not required to meet activity test requirements. This was called
Remote Area Exemptions.
During the year Centrelink, the Department of Education, Employment and Workplace
Relations and the Office of Indigenous Policy Coordination in the Department of
Families, Housing, Community Services and Indigenous Affairs worked closely to
finalise the removal of Remote Area Exemptions from all remote communities across
Australia. Lifting the exemptions is a key step to increasing participation in remote
communities and improving job seekers’ skills, to ensure people are better equipped to
take on local jobs.
Performance
As a result of this measure, 13 500 customers in 1269 remote communities now have
participation obligations including Job Search, Work for the Dole and CDEP.

Indigenous servicing
Improving services to Indigenous customers
The Centrelink Indigenous Servicing Strategy and Reconciliation Action Plan continue to
provide an effective blueprint for improving services to Indigenous customers.
Both the Reconciliation Action Plan and the Indigenous Servicing Strategy will expire
in 2009–10. Work has started to redevelop them to demonstrate, once again,
Centrelink’s commitment to the principles of reconciliation.
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Within communities where CDEP is ceasing, Centrelink has maintained a strong and
supportive presence, providing assistance for customers to transition to income
support payments.
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Indigenous Servicing Strategy
As a strategic framework, the Indigenous Servicing Strategy supported the development
of several initiatives in 2008–09, for example:
• introducing Stepping Stones—a program targeting and supporting Indigenous
employees in their career development
• developing a National Indigenous Employees Plan—a strategy to recruit and retain
Indigenous employees
• improving Indigenous-specific management information and performance reporting.
Reconciliation Action Plan
During the year, Reconciliation Action Plan work included:
• continuing to focus on reducing Indigenous customers’ debt
• providing cultural awareness training to Centrelink employees
• updating the Indigenous protocol in the Business Partnership Agreement with the
Department of Families, Housing, Community Services and Indigenous Affairs, which
focuses on effective service delivery strategies
• improving access to interpreters for customers who speak an Indigenous language.
National Indigenous Coalition
Providing strategic direction to Centrelink Indigenous servicing, the National Indigenous
Coalition meets three times a year and provides input to initiatives which aim to
improve service delivery for Indigenous customers and their communities.
With 35 representatives from across the Centrelink network who work in Indigenous
servicing, during the year the coalition provided advice and contributions to:
• a review of the National Indigenous Services Strategy
• a review of the National Indigenous Employees Plan
• Indigenous-specific communication products and publications
• the Centrelink Indigenous Reporting Framework
• a Centrelink Indigenous Interpreting Service Delivery Model
• Indigenous services reporting database improvements.
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Centrelink works closely with the Aboriginal Interpreter Service in the Northern
Territory to provide interpreting services to Indigenous customers and their
communities. Centrelink assisted the Aboriginal Interpreter Service to develop a
promotional DVD targeting new and existing customers. Together with Centrelink
Remote Servicing Teams, Indigenous Call Centres, Remote Area Service Centres
and Customer Service Centres, interpreting services help Indigenous customers to
better access Centrelink services.
During the year, Aboriginal Interpreter Services recognised the relationship framework
between Centrelink and the service as best practice.
Supporting Indigenous young people in Townsville
In the northern coastal areas of Queensland, Indigenous young people make up a
significant proportion of Youth Allowance customers who have to meet participation
requirements.
Introduced in April 2009, the initiative aims to give young Indigenous people aged
16–25 years better access to Centrelink services, improve their compliance with
Centrelink obligations, and reduce the number of participation failures. Centrelink
focussed services on referrals for assistance with crisis issues such as housing and
health, and providing more opportunities to take up work in partnership with local
Indigenous organisations and service providers.
Assisting Indigenous ‘rough sleepers’
With complex needs and major health issues, access to income support for rough
sleepers is essential to improving their lives. Rough sleepers are people who sleep on
the streets or in public places.
In 2005, Centrelink started a Community Servicing Team to provide an improved
response to supporting Indigenous rough sleepers in Far North Queensland. The
Community Servicing Team includes Centrelink Indigenous employees, social workers,
and Customer Service Advisers working in Cairns and surrounding areas. The team
works collaboratively with other agencies and support services to deliver outreach
services and minimise debt.
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Indigenous Ambassadors Program
Beginning in September 2005, the Indigenous Ambassadors Program has four
Indigenous Ambassadors:
• Arthur Beetson, former Australian Rugby League captain
• Kyle Vander-Kuyp, Olympic athlete
• Bo de la Cruz, women’s touch football champion
• Michael O’Loughlin, Sydney Swans AFL player.
The ambassadors visit and talk with Aboriginal and Torres Strait Islander peoples
around Australia. Their visits help build awareness of payments and programs available
through Centrelink and provide customers with valuable insights into how to access
these services.
In 2008–09, ambassadors attended 66 events, expos and information days in all
states and territories.
Centrelink Agents and Access Points
As at 30 June 2009, Centrelink had 568 Agents and Access Points throughout regional,
rural and remote Australia. These give customers access to free telephone, fax and
photocopier services, plus internet enabled computers in Agent sites to help them
conduct their Centrelink business. There are:
• 176 Indigenous Community Agent sites in rural and remote areas
• 15 Indigenous Access Points in remote areas
• 191 Agent sites in rural locations
• 186 Access Point sites in rural locations.
During the year, many Agents and Access Points took advantage of a Centrelink project
to upgrade and make consistent the furnishings, signage and information displays in
their sites. In addition new computers and equipment are currently being rolled out.
Centrelink Agents have been involved in desktop faxing to facilitate customer
service. Desktop faxing involves faxing forms to Tasmania where forms are
uploaded electronically onto customer records, without the need to print the faxes.
Storing documents electronically allows for information on forms to be accessed
by Centrelink employees at any Centrelink Customer Service Centre or Call Centre,
providing customers with the ability to clarify information if required through a number
of service channels.
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Performance
In 2008–09:
• Centrelink contracted 10 shires to provide Centrelink Agent services in 68 Northern
Territory and Queensland communities
• equipment in the majority of remote Centrelink Agent sites was upgraded to include
new personal computers and internet filters
• desktop faxing claim forms from Call Centres to Agents in remote areas led to faster
service, reduced call wait times, more calls answered, and less paper use.

Rural services
In 2008–09, Centrelink streamlined its management of rural servicing as a key element
in its Serving Country Australia strategy. The six ‘pillars’ that underpin the strategy are:
• Rural Services Officers
• the Murray-Darling Basin Project
• Mobile Offices
• Centrelink Agents and Access Points
• Rural Call
• rural payments (including Drought Assistance).
Rural Services Officers
A network of Rural Services Officers continued to work throughout rural and regional
Australia to increase awareness of, and access to, Australian Government programs
and services.
In 2008–09, to help meet the demands of ongoing drought and climate change, more
than 60 Rural Services Officers provided a vital connection between the Australian
Government, farming communities, and agriculturally-dependent small businesses.
Rural Services Officers took services into people’s homes and communities.

Centrelink annual report 2008–09

Chapter 4: Strengthening our customer focus in line with government direction

Desktop faxing has also automated a previously manual process by allowing Call Centre
employees to fax forms from their desktop to Agents. Following the successful trial
of desktop faxing between the Centrelink Indigenous Call Centre in Palmerston and
Centrelink Agents in the Northern Territory, the trial was extended to other Centrelink
Indigenous Call Centres in Cairns, Queensland and Port Macquarie, New South Wales
in March 2009.
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Rural Services Officers also worked alongside other Centrelink employees in response
to the New South Wales and Queensland storms and floods and the Victorian bushfires.
Performance
During the past 12 months, Rural Services Officers:
• conducted 4444 farm visits (over 4500 in 2007–08)
• participated in 3179 seminars and field days (over 3000 in 2007–08)
• had over 5100 contacts with Rural Financial Counsellors
• made over 14 000 contacts with community, education, health and industry
stakeholders
• performed over 5500 contacts with, and hand-overs to, other Centrelink specialists.
Murray-Darling Basin Project
The Murray-Darling Basin Project was set up in response to prolonged drought and
reduced water allocations in the region. An important part of the project was the
introduction of outreach-based social workers and rural psychologists. Their role has
been to work with individuals, families and their drought-affected communities. Over the
past two years, these professionals have established a variety of projects to assist in
building the capacity of disadvantaged communities to cope with the effects of drought
and reduced water allocations.
The Centrelink Murray-Darling Basin Coordination Unit ensures that the activities of
a network of eight extra Rural Services Officers, three rural psychologists, 10 social
workers (an increase from six in 2007–08), the Murray-Darling Basin Assistance Bus
(the ‘Drought Bus’), and the Murray-Darling Basin Assistance FreecallTM 1800 line are
linked in to provide drought-affected communities and individuals with both immediate
and longer-term assistance. This includes support and counselling, assistance with
community capacity and resilience building, and providing community outreach services
to drought-affected individuals, families and communities.
In 2008–09, Centrelink’s Murray-Darling Basin Project continued to provide increased
resources on the ground, and a coordinated response to the ongoing drought and
reduced water availability in the Murray-Darling Basin.
Mobile Offices (also known as ‘Drought Buses’)
Centrelink Mobile Offices, including the Murray-Darling Basin Assistance Bus, continued
to travel around rural Australia to provide information and assistance to farmers and
small business owners, their families and rural communities.
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While the Mobile Offices continued to deliver services from town centres, in 2008–09
they also visited individual farms. Participation at events, such as field days, were also
an important part of Mobile Office schedules.
During the year, Mobile Offices played a key role in Centrelink responses to
emergencies and natural disasters. Mobile Offices provided assistance in parts of
Queensland severely affected by floods and in Victoria following the bushfire disaster.
The Mobile Offices offer flexibility as they can relocate to affected areas and quickly
offer access to Centrelink support and services for individuals and families.
Performance
During the year, Mobile Offices travelled over 40 000 kilometres and visited 287 towns
across Australia.
Rural Call
Centrelink has two Rural Call Centres in Maryborough, Queensland and Port Augusta,
South Australia. The centres assist rural and remote customers and Centrelink Agents
in specific geographic ‘footprints’ that cover the majority of Queensland and South
Australia. Employees answer calls about all Centrelink payments and services.
The Rural Call Centres run specialist hotlines that are established for particular
customer groups, such as the Murray-Darling Basin Assistance Line, the South
Australian Droughtlink Hotline (on behalf of the South Australian Government), the
Drought Assistance Hotline and the Farmers Assistance Hotline.
Rural payments
In 2008–09, Centrelink received 7869 new claims for Exceptional Circumstances Relief
Payment (ECRP) (drought assistance income support), while 9092 customers ceased
income support due to improved conditions or other changed circumstances. In total,
26 048 customers received $351 million in ECRP income support.
In addition, Centrelink administered a range of other measures to assist rural
Australians dealing with drought, climate change and reduced irrigation water
entitlements, including:
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Centrelink Rural Services Officers, Customer Service Advisers, social workers, rural
psychologists and Medicare Australia employees provide services from Mobile Offices.
Often representatives from state and local organisations are also on board.
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• 3243 Irrigation Management Grants totalling $53 million to assist irrigators in the
Murray-Darling Basin to deal with reduced water entitlements
• 133 Exit Grants totalling $16.8 million to enable farmers to exit farming
• 3735 Professional Advice and Planning Grants totalling $20.5 million
• 200 claims granted for Transitional Income Support totalling $2.2 million under the
Climate Change Adjustment Program.
Performance
Overall, Centrelink administered drought and climate change assistance programs
representing $443 million going into drought affected rural communities.
Small Block Irrigator Exit Grant Package
As part of the Government’s Water for the Future Plan, Small Block Irrigator Exit Grants
are available to Murray-Darling Basin irrigators who have a total of 40 hectares or
less and entitlements to at least 10 megalitres of water a year. The plan’s objective
is to help irrigators remain in their communities while moving out of the business of
irrigation.
The components within the package are:
• a taxable exit grant of up to $150 000
• up to $10 000 for advice and training, including skills development, direction setting
plans, succession planning and business advice
• up to $20 000 for removal of permanent plantings and other production-related
infrastructure.
A key feature of the program is a pre-assessment to ensure that irrigators can make
informed decisions before they undertake to sell their water entitlements. Centrelink
undertook these pre-assessments in 2008–09. Grant payments can only be made once
the water entitlement has been sold and the irrigation block has been cleared.
Performance
As at 30 June 2009, Centrelink had actioned 367 pre-assessment claims. During
the year, Centrelink Social Workers and Rural Services Officers directly assisted
affected irrigators, and helped to conduct a number of information seminars and other
promotional events in irrigation communities to promote the grant package.
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Centrelink customers come from an increasingly diverse range of backgrounds. While
most of Centrelink’s 6.8 million customers are English speaking and Australian born,
around 20 per cent are from diverse cultural and linguistic backgrounds. About 10
per cent of all customers need interpreter assistance when they access Centrelink
services.
The main countries of birth of overseas born customers are the United Kingdom,
New Zealand, Italy, China, Vietnam, Greece, Germany, India and Lebanon. The main
preferred spoken languages other than English are (in order of popularity) Vietnamese,
Greek, Arabic, Italian, Cantonese, Mandarin, Spanish, Turkish and Serbian.
Australia’s changing migration intake has resulted in a significant shift in the
demographics and origins of Centrelink customers. Many migrants and refugees are
now coming from South East Asia, Africa and the Middle East. This contrasts to the
mid-1960s when most new arrivals came from Europe.
While the number of people arriving from these regions is still very small, there are
a significant number of languages for each of the groups represented. In the last
two years, the refugee languages of highest interpreter demand are (in order of
popularity) Arabic, Karen, Burmese, Persian, Dari, Chin, Chaldean, Assyrian, Dinka,
Nepali and Kirundi.
The diverse growth patterns and ageing rates within multicultural communities
represent significant service delivery challenges for Centrelink in assisting customers
to participate in the nation’s economic and community life.
Centrelink addresses the needs of its diverse customer base with a range of
strategies that take into consideration their literacy levels and life experiences before
arriving in Australia.
Multicultural Service Officers
In 2008–09 Centrelink continued to operate a network of 70 Multicultural Service
Officers across Australia. Each officer covers a defined geographical area to enable all
Centrelink Customer Service Centres access to multicultural expertise.
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Multicultural Service Officers assist Centrelink to develop effective relationships with
communities and their representatives and forge links with local government and
non-government agencies. They also work with local multicultural communities and
the Centrelink service delivery network. This helps to ensure customers from diverse
cultural and linguistic backgrounds receive the same level of service as other Centrelink
customers.
Examples of key activities include assisting staff in complex cases, building staff
cultural awareness, and building customer and community capacity by providing
feedback and advice to Centrelink on multicultural community issues. Activities include:
• responding to enquiries from people from diverse cultural and linguistic backgrounds
• assisting Customer Service Advisers with complex cases, including consultations
when a participation or serious failure has been recommended for investigation
• holding seminars for customers to provide information about Budget initiatives
• assisting customers to gain recognition of their overseas qualifications
• providing services to refugees.
Performance
In 2008–09, Multicultural Service Officers undertook 16 600 activities. These activities
assisted a total of 263 900 people, of which 15 per cent (39 585) were Centrelink
employees and 85 per cent (224 315) were customers and community members.
This compares to 12 662 activities assisting a total of 319 867 people—including
38 610 Centrelink employees and 216 866 customers and community members—in
2007–08.
Communicating with multicultural customers
During the year Centrelink continued to implement communication strategies and
develop products designed to improve access to services and information for
multicultural customers.
Performance
In 2008–09, Centrelink:
• broadcast on SBS Radio, providing information to multicultural communities, on
average in 15 languages
• sent copies of translated Centrelink radio segments to multicultural community radio
stations across Australia for repeat broadcasts
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• published The Journey magazine and sent it to 1200 community agencies. The
quarterly magazine includes information on Australian Government programs and
initiatives affecting multicultural customers. During the year, Centrelink updated the
contact database for the magazine
• initiated a multicultural ‘flagship’ information booklet about Centrelink payments and
services available in 35 languages for download from the Centrelink website and
available in 20 languages in printed format
• produced translated factsheets tailored to the needs of newly arrived refugees in
both audio and written formats. The written factsheets can be downloaded from the
Centrelink website, and audio factsheets can be ordered from the Centrelink website
or from any Centrelink Customer Service Centre
• developed Centrelink information for new Australians—an audio communication
product for newly arrived refugees (see also Providing accessible information later in
this chapter).
Language services
Centrelink continues to provide free translation and language services in over
200 languages. The services are delivered by 700 Centrelink bilingual staff,
and 2511 contracted interpreters who provide ad hoc interpreting services. (For
information about Centrelink multilingual telephone services, see Multilingual
Call—‘we speak your language’ later in this chapter.)
On 29 July 2008, Oncall Interpreters and Translators Agency Pty Ltd was selected as
the supplier of Centrelink’s regular, rostered on-site interpreters. Rostered interpreters
now work out of 60 Centrelink Customer Service Centres where demand for assistance
in certain languages is high.
Bilingual Centrelink staff are paid a Community Language Allowance in recognition of
the use of their language skills in the course of their work. Some of these bilingual
staff deliver Multilingual Call Centre services, when callers can speak to a Centrelink
employee in their preferred language and complete most of their Centrelink business in
a single call.
Centrelink also provides interpreting services to other Australian Government agencies
including the Family Court of Australia and Health Services Australia.
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• distributed written translations of community information announcements to
90 multicultural newspapers in up to 40 languages
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Performance
During 2008–09, Centrelink provided:
• 52 642 pre-booked on site interpreter appointments, compared to 61 574 in
2007–08
• 22 783 pre-booked phone interpreter appointments, compared to 28 826 in
2007–08
• 74 045 ‘on demand’ phone interpreter requests, compared to 56 724 in 2007–08
• 4547 translations of customers’ personal documents needed to process their
Centrelink claims, compared to 4295 in 2007–08
• around an extra 2500 hours per week of sessional and rostered interpreting services
• answers to over 690 000 calls to the Centrelink Multilingual Call, compared to
650 000 calls in 2007–08.
Ombudsman’s investigation into the use of interpreters
In 2008–09, the Commonwealth Ombudsman highlighted Centrelink interpreting
services as best practice in his investigation of four Australian Government
agencies—Centrelink, the Australian Federal Police, the Department of Immigration and
Citizenship, and the Department of Education, Employment and Workplace Relations.
Performance
The Ombudsman found that Centrelink:
• provides clear policies for employees on the use of interpreters
• includes easily accessible translated materials on its website
• has a comprehensive range of training modules to support employees dealing with
multicultural customers
• demonstrates best practice and provides high quality services.
Citizenship testing
Centrelink assists the Department of Immigration and Citizenship by hosting citizenship
testing in locations where it does not have an office. Centrelink provides facilities for
testing in four locations—Newcastle, Wollongong, Coffs Harbour and South Hedland.
Centrelink Customer Service Centres provide a link to online testing technology that
allows applicants to know immediately if they have passed the test or whether they
have to re-sit the test.
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An Assurance of Support is a legal agreement between an Australian resident or
organisation (‘assurer’) and the Australian Government. Under the agreement, an
assurer agrees to support a migrant so they do not have to rely on payments from
Centrelink. Centrelink decides who can be an assurer by assessing their financial
capacity to provide support for a migrant.
Performance
In 2008–09, Centrelink on behalf of the Department of Families, Housing, Community
Services and Indigenous Affairs:
• completed 99 per cent of Assurance of Support applications requiring a bank
guarantee within the timeliness standard of 42 days
• completed 96 per cent of applications without a bank guarantee within the timeliness
standard of 28 days, well above the timeliness target of 85 per cent
• assessed 9453 assurers.

Support for refugees and humanitarian entrants
During the year, Centrelink maintained its strong commitment to respond to the needs
of newly arrived refugee and humanitarian entrants. This included supporting Refugee
Week and continuing consultations with African communities. (For more information,
see Refugee Week and African community consultations in Chapter 5 Developing a
networked organisation.)
Providing accessible information
In 2008–09, Centrelink developed a suite of information products targeting newly
arrived refugee and humanitarian entrant customers. Many of these customers have
difficulty speaking or reading English and come from highly oral cultures.
Translated factsheets are available in audio CD format or can be downloaded in written
format from the Centrelink website. CDs are available in Arabic, Assyrian, Burmese,
Dari, Dinka, English, French, Karen, Kirundi, Persian, Sudanese-Arabic, and Swahili.
Topics covered include Money to help you, Help with your expenses, Help in your
language, Personal assistance, Your rights and obligations, Learning English, and
Education and training.

Centrelink annual report 2008–09

Chapter 4: Strengthening our customer focus in line with government direction

Assurance of Support

» 84 «

Delivering services to young refugees
As part of the Centrelink place based services delivery trials, the young refugees’ pilot
identifies and addresses barriers to social and economic participation faced by young
refugees. (For more information about place based services trials, see Place based
services delivery trials later in this chapter.)
Delivered through a personal services coordination model, the initiative involves
collaboration with government and community agencies in two trial locations—
Broadmeadows, Victoria and Fairfield, New South Wales.
The initiative targets young refugee job seekers aged 16–24 years receiving Newstart
Allowance or Youth Allowance who have not achieved successful education, training or
employment outcomes, or are at risk of social exclusion.
Performance
Of the 55 trial participants, 63 per cent are male and 37 per cent are female. As
at 30 June 2009, 38 participants are enrolled in TAFE and other courses, 12 have
obtained work, seven are undertaking voluntary work or connected to work experience,
and all 55 are connected to relevant local support services.

Social Work Service
The Centrelink Social Work Service has approximately 600 social workers working in
over 300 locations around Australia, both in Centrelink Customer Service Centres and
Call Centres. Social workers provide high quality professional counselling, support and
referral services to customers in crisis and/or to customers with complex problems,
which may be longstanding. The range of customers includes:
• young people without adequate family support
• people affected by family breakdown or domestic/family violence
• people who are homeless or at risk of homelessness
• customers in crisis
• people out of the workforce for a long time, and who require extra assistance in
meeting participation requirements
• people with complex issues, including substance abuse, mental health issues,
and/or difficulties with family or other relationships
• individuals, families and communities affected by disasters.
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To ensure that Centrelink has a ready and responsive group of social workers
(particularly for emergency work), during the year selected social workers participated
in specific training to build their disaster and emergency recovery knowledge and
skills. As well, in response to increased customer demand and various government
initiatives, the Social Work Service continued to improve its service delivery approach.
Improvements are designed to increase access, to improve responsiveness, and
maintain consistency of the Social Work Service, especially for vulnerable and
disadvantaged customers.
Additionally, in 2008–09, the Social Work Service:
• provided suicide awareness training
• worked with people affected by drought
• contributed to social work education (for example, by providing fieldwork placements
for social work students)
• carried out specific project work with at risk young people
• provided specialist consultation and support services in Participation Solutions
Teams to assess vulnerable job seekers, particularly those at risk of an eight-week
non-payment period
• responded to requests for assistance in disaster response and recovery efforts,
including the Mumbai crisis, floods and storms in Queensland and New South Wales,
and the Victorian bushfires.
Performance
In 2008–09, there were 347 038 referrals to Social Work Services, compared with
350 753 referrals in 2007–08.
Helping with disaster and emergency response and recovery
During the year, Centrelink Social Workers played a pivotal role in the recovery process
for individuals and families affected by disasters such as the Queensland and New
South Wales storms and floods and the Victorian bushfires. (For information about
Centrelink’s overall effort during disasters and emergencies in 2008–09, see Providing
emergency management assistance in Chapter 5 Developing a networked organisation.)
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Social workers undertake professional assessment and intervention with customers,
contribute to employee training, provide case consultancy and guidance to
employees on customer issues, and respond to requests for assistance in disaster
relief and recovery.
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Working on the ground with state disaster recovery services, social workers delivered
Australian Government disaster assistance and personal support for traumatised
people. As well, Call Centre Social Workers assisted callers from affected areas to
access available payments and support services.
In November 2008, four Centrelink Social Workers went to India to support
Australians following the Mumbai crisis, in which two Australians died. Since
the crisis, 11 Centrelink Family Liaison Officers have provided long-term case
management to 15 family members.
On 13 February 2009, the Australian and Victorian Governments jointly established
the Victorian Bushfire Case Management Service to ensure that every individual and
family directly affected by the bushfires was offered a case management service.
The service was set up to provide a single point of contact and coordination and offer
immediate access to information, goods and support services. The service involved
110 Australian Government case managers provided by Centrelink, the Department
of Defence, the Family Court and Department of Immigration and Citizenship social
workers, other Centrelink employees, and rehabilitation staff from CRS Australia.
Family Support Drought Response Team
In 2008–09, Centrelink continued to provide Family Support Drought Response Team
services in North and Central West Queensland. (See also Family Relationship Services
Program in Chapter 5 Developing a networked organisation.) Based in Mt Isa, the team
delivers personal and family counselling and support services to individuals, families
and communities experiencing the social and emotional impacts of drought. A wholeof-family approach is used to strengthen families and minimise damage to family
relationships.
Using outreach, home visiting and networking with other government and nongovernment agencies, the team’s work includes crisis intervention, counselling,
education and skills training, information and referrals, family support, case
management, and early intervention and community capacity building activities.
Call Centre Social Work
During the year, Call Centre Social Workers continued to offer immediate and
responsive telephone counselling, assessment and referral services to Centrelink
customers who were distressed, in crisis or experiencing a difficult life transition. As
well, Call Centre Social Workers provided the Parenting Adviser component of the Family
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Family Relationships Advice Line
As the first point of contact for the Family Relationships Advice Line, social workers
continued to provide parenting advice to families experiencing relationship and
separation issues. With a particular focus on children’s needs, social workers give
callers information about family relationship services that support healthy family
relationships, the family law system, post-separation arrangements for children, and
other referral options, including Family Relationship Centres. Other work includes
accepting Child Support Program referrals, offering brief legal advice and providing
Telephone Dispute Resolution Services.
Department of Immigration and Citizenship—Social Work Domestic and
Family Violence Assessments
Under the domestic violence provisions of the Migration Regulations (1994), the
Department of Immigration and Citizenship can assist certain visa applicants who
have had to leave an abusive relationship with a former spouse or partner and who
have subsequently applied for a permanent visa. Applicants may gain permanent
residency without having to remain in an abusive situation, provided they meet all other
Department of Immigration and Citizenship eligibility criteria.
Since 2005, the department has contracted Centrelink Social Workers to provide an
‘independent expert’ assessment service for the more complex cases. The Migrant
Review Tribunal can also request an ‘independent expert’ assessment service from
Centrelink Social Workers. Applicants are interviewed and their claims assessed, to
determine whether they have experienced domestic or family violence, in line with the
Department of Immigration and Citizenship’s definition and provisions for domestic
and/or family violence.
Performance
In 2008–09, Centrelink received 101 referrals from the Department of Immigration and
Citizenship and 28 referrals from the Migration Review Tribunal. This compares to 125
referrals from the department and 16 from the tribunal in 2007–08.
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Relationship Advice Line (see Family Relationships Advice Line below). Call Centre
Social Workers also helped to improve the overall operation of call centres by providing
consultancy and training about how to deal with complex customer service issues and
serving as members of the centres’ leadership team.
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Assisting vulnerable customers
Social work services and homelessness
Centrelink Social Workers are actively involved in assisting vulnerable individuals and
families who are homeless or at risk of homelessness by providing early intervention
and crisis responses. Assistance is provided through direct intervention, engagement
with local community groups, and referrals to services for long-term assistance.
Local Centrelink Social Workers work closely with community and state/territory
homelessness and crisis service providers.
The Australian Government’s December 2008 White Paper, The Road Home, introduced
a number of initiatives involving Centrelink responses, which take effect from July
2009, including:
• the Social Work Under 18 Case Management service
• developing a Homelessness Indicator
• increasing the number of Centrelink Community Officers.
The Social Work Under-18 Case Management service aims to broaden engagement
with young people and their families when their first interaction with Centrelink is about
family breakdown issues.
The Homelessness Indicator will allow Centrelink staff to be aware that a person is
homeless or at risk of homelessness, and to offer appropriate services. As well, the
indicator will provide high-level aggregate information about the number of people who
are homeless or at risk of homelessness who present to Centrelink.
Performance
In 2008–09, social workers:
• had 67 851 referrals for reasons of homelessness and/or accommodation issues,
which resulted in 162 958 contacts with individuals and families
• provided input to the Australian Government’s White Paper The Road Home, in
response to the Green Paper Which Way Home.
Household Organisational Management Expenses Advice Program
The Australian Government has made specific commitments to tackling homelessness
and is working with the states and territories to expand the reach of homelessness
services across the country. Part of this is a recognition that better results are
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Centrelink Social Workers are an important component of the HOME Advice Program.
The program is delivered by community based non-government organisations in eight
sites, one in each state and territory. There is also a HOME Advice ‘Wodlitinattoai’
program in Salisbury, South Australia, which provides a service for Indigenous families.
Centrelink Social Workers work in partnership with community agencies to provide
support to help families in maintaining secure, appropriate and safe accommodation.
The program is designed to help build family resilience and stronger coping skills
through early intervention. Centrelink Social Workers and community agency
caseworkers jointly assist families:
• to resolve accommodation issues
• with budgeting and financial matters
• with support and counselling
• to develop pathways to training and employment
• to access information about and through referrals to other services.
On average, families are supported for almost six months (23 weeks), with the
expected outcome of greater family stability and a lower risk of homelessness
recurring.
Performance
In 2008–09, Centrelink HOME Advice Program Social Workers conducted
4564 interventions with HOME Advice Program client families. Since 2002,
the program has assisted over 3000 families, including over 5500 children.
Centrelink Community Officers
Across Australia, Centrelink Community Officers deliver services to people who are
homeless or at risk of homelessness and who find it difficult to access mainstream
Centrelink services. Community Officers also provide information and assistance to
community organisations to ensure an accurate understanding of entitlement and
obligations for their clients.
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achieved for families at risk of homelessness by offering services that help people
remain in their family home, while providing assistance to resolve financial, safety and
violence issues. The Household Organisational Management Expenses (HOME) Advice
Program is one of these services.
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The role of Community Officers aims to ensure that homeless and marginalised
customers have equitable access to Centrelink income support and services. The
officers provide outreach services through agencies that support homeless and at
risk customers, such as rehabilitation centres, psychiatric hospitals, prisons, hostels,
boarding houses, refuges, drop in centres and organised meeting places.
In 2008–09, Community Officers continued to:
• develop and maintain strong partnerships with community groups and organisations
that provide services to people who are homeless, marginalised, or at risk
• identify service gaps and service delivery barriers.
Older carers and social work
In July 2008, the Disability Assistance Package for Older Carers administered by the
Department of Families, Housing, Community Services and Indigenous Affairs, was
transferred from the Australian Government to state and territory governments, in line with
a 2007 election commitment. The package contained a number of measures for older
carers of severely disabled adult children, including additional respite and transition support
that were delivered by Centrelink until this transfer was completed in October 2008.
Centrelink’s Social Work Service provided transition support to carers, aged 65 years
and older, of children aged 40 years and older. Many of these older parents had spent
years caring for a significantly disabled child. However, as they became older and more
frail, they were facing some difficult decisions about future care arrangements for their
child/ren. Transition support and assistance is provided to these older carers dealing
with a transition to a new care arrangement. Originally envisaged as a five-year plan,
this was shortened with the change in governance arrangements.
By October 2008, Centrelink Social Workers completed their work with the 1613 carers
who had accepted this offer of support and made arrangements for the handover of
transition support to relevant state/territory government departments.
Services for prisoners
To help inmates access Centrelink payments and services on the day they are released,
a network of Prison Liaison Officers visit correctional facilities to assist customers while
still in prison.
The aim is to assist prisoners rejoin the community and to reduce the possibility of them
offending again. Program protocol agreements between Centrelink and each state and
territory department of corrections provide the framework for service arrangements.
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In December 2008, Centrelink held a focus group with inmates in the Dillwynia
Correctional Centre for Women to get advice on developing the best ways to
communicate with prisoners. Centrelink used this advice to develop the script for a new
DVD called Are you preparing for release?
Centrelink visits correctional facilities across the country and interviews approximately
one-third of prisoners prior to their release.
Making urgent payments
In 2008–09, Centrelink introduced an expanded Call Centre Service which gives
customers facing a crisis access to an urgent payment over the phone. This provides
greater assistance to customers seeking immediate help.
Place based services delivery trials
Funded through the Centrelink 2008–09 internal investment program, Centrelink put in
place seven place based trials to explore how services could be improved to support a
more socially inclusive service delivery system.
The initiatives included working in collaborative partnerships with state/territory and
local governments, non-government organisations, local community groups, and service
delivery partners to achieve improved outcomes for vulnerable customers.
Centrelink developed a common framework for managing these initiatives to provide a
structured approach to program planning and evaluation.
An independent evaluation of the initiatives will be reported in August 2009. The results
will help in developing future placed based strategies for a more socially inclusive and
accessible service delivery system.
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In 2008–09, Centrelink consulted prison service stakeholders across Australia,
including people and agencies working in corrections, juvenile justice and forensic
hospitals. Valuable feedback from these consultations is helping to guide and shape
more coordinated services for ex-prisoners and their families.

Case Study

Assisting prisoners to access assistance
Working as a Prison Liaison Officer at Long Bay jail, Bryce spends his day
helping new and due-for-release prisoners, as well as their families, to
sort out their Centrelink payments and access assistance, like health and
family support.
More than 80 Centrelink Prison Liaison Officers work in prisons across
Australia delivering services which range from holding one-on-one
interviews and seminars with prisoners, to organising Centrelink payments
and referrals to other services on release.
Bryce says: ‘Some prisoners have pretty confronting problems to deal
with, like violent behaviour, mental health issues, severe drug and alcohol
addiction, or a history of sexual abuse’.
‘So the job is demanding and the circumstances often difficult. But
you can see the positive change you make to peoples’ lives, and that
is very rewarding.’
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Centrelink has 25 networked Call Centres around Australia that deliver a range of
government services and payments. Call Centres also provide specific services
for customers in remote and regional Australia, for Indigenous customers, and for
customers whose first language is not English.
Performance
In 2008–09, Centrelink Call successfully handled around 33.7 million calls, with
customers either speaking to a Customer Service Adviser or using self service options.
Customer Service Advisers answered over 28.3 million of these calls, with an overall
customer satisfaction rating of 91 per cent for 2008–09. This compares with 26.4 million
answered calls and a 91 per cent customer satisfaction rating in 2007–08.
Figure 5: Call Centre successful calls—2003–04 to 2008–09
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Call Centre Performance against Key Performance Indicators
In the 2008–09 Budget, Centrelink was allocated additional funding of $59.1 million
for the financial year to allow Centrelink Call to continue providing a reasonable level
of service to Centrelink customers. A ‘reasonable level’ of service is measured by
achievement against the Key Performance Indicators in Table 19, which are different
from 2007–08 because of the additional funding.
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Call Centres
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Table 19: Centrelink Call Key Performance Indicator targets
Key Performance Indicators

2007–08 Target

2008–09 Target

Percentage of unmet demand in the 7 peak
demand periods

9%

9%

Percentage of unmet demand in the 6 non-peak
demand periods

8%

8%

Percentage of callers successful on their first
attempt

70%

80%

Seconds within which 70 per cent of calls are
answered

180

150

28 000

22 000

1

Customer complaints regarding access2

1 Unmet demand (weekly)—the number of callers unable to successfully enter the Centrelink Call network on any day during
the week.
2 Complaints regarding access—refer to complaints from customers who have received an engaged signal when trying to
contact Centrelink.

Table 20: Centrelink Call outcomes against Key Performance Indicator targets
Key Performance Indicators

2007–08 result

2008–09 result

Unmet demand1 in peak demand periods

Achieved target
7 of 7 periods2

Achieved target
3 of 7 periods

Unmet demand in non-peak demand periods

Achieved target
6 of 6 periods

Achieved target
3 of 7 periods

Percentage of callers successful on their first attempt

86.6%

73.2%

Percentage of callers answered within 150 seconds

N/A

57.9%

Percentage of callers answered within 180 seconds

75.0%

75.0%

3634

13 946

3

Customer complaints regarding access

1 Unmet demand (weekly)—the number of callers unable to successfully enter the Centrelink Call network on any day during
the week.
2 For 2008–09, the Key Performance Indicator for unmet demand has targets for 13 ‘settlement’ periods—9 per cent in
peak periods and 8 per cent in non-peak periods. Reporting shows how many targets were achieved for these periods.
3 Complaints regarding access—refer to complaints from customers who have received an engaged signal when trying to
contact Centrelink.

During the year, Centrelink responded to government announcements for the Economic
Security Strategy and Household Stimulus Package. In addition, Centrelink responded
to a range of sustained emergencies including the Victorian bushfires, H1N1 Influenza
09 and the South East Queensland and Northern NSW floods. The combination of
these events impacted significantly on call demand and resulted in Centrelink Call not
being able to meet all of the four KPIs outlined above.
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Centrelink Multilingual Call delivers government services to Centrelink customers from
diverse cultural and linguistic backgrounds. Callers can speak with a Customer Service
Adviser in their preferred language and do most of their Centrelink business in one
telephone call.
Centrelink works with contracted interpreters to provide language services when
Centrelink does not have a multilingual Customer Service Adviser who can speak the
customer’s preferred language. Centrelink can assist people in over 200 different
languages through Centrelink Multilingual Call and the Language Services Unit.
Performance
In 2008–09, Customer Service Advisers from Centrelink Multilingual Call answered over
690 000 calls. This compares to 650 000 calls answered in 2007–08.
Indigenous Call
Centrelink provides services to rural and remote Indigenous customers through a
national 13 6380 number with four Indigenous Call Centres servicing Indigenous
customers across Australia. These Call Centres provide a culturally appropriate access
channel for Indigenous people, particularly those living in remote areas who may not
have direct access to other Centrelink facilities.
The Indigenous Call Centres are located in Palmerston (Northern Territory), Cairns
(Queensland), Bunbury (Western Australia) and Port Macquarie (New South Wales).
These Call Centres are part of Centrelink’s virtual network with callers answered by the
next available operator regardless of location. Customer Service Advisers can receive
calls from Indigenous customers, as well as from Centrelink Agents acting on behalf of
Indigenous customers in remote areas who have enquiries about ABSTUDY, Indigenous
services, Income Management and the BasicsCard.
Performance
In 2008–09, Customer Service Advisers answered over 640 000 calls regarding
Indigenous and Income Management enquiries. This compares to 360 000 calls
answered in 2007–08.
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Multilingual Call—‘we speak your language’
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Providing useful and convenient services for customers
Financial Information Service
The Centrelink Financial Information Service has Financial Information Service Officers
working across the Customer Service Centre network.
The Financial Information Service assists people to make informed decisions about
saving and investing for their current and future financial needs. The Financial
Information Service is available by telephone, interviews, and a national program of
seminars. The Financial Information Service is free, confidential, and available to all
community members.
In May 2009, the Financial Information Service delivered a pilot of ten seminars
called ‘Investing Between the Flags’ for the Australian Securities and Investments
Commission. The seminars provided information about investing principles to help
participants plan for a financially secure retirement.
The Financial Information Service and the Department of Families, Housing, Community
Services and Indigenous Affairs co-presented 20 pilot seminars called ‘Coping with
financial stress’ to assist Australians to develop budgeting and money planning skills in
the current financial environment.
Performance
In 2008–09, Financial Information Service Officers:
• dealt with 183 000 calls, compared to 201 000 in 2007–08
• conducted 85 000 interviews, compared to 89 000 in 2007–08
• delivered 7600 hours of outreach services, compared to 5800 in 2007–08
• held 2725 seminars for more than 74 000 participants, compared to 1925 seminars
and 90 000 participants in 2007–08.
Centrepay
Centrepay is a free direct bill-paying service offered to customers receiving payments
from Centrelink. Through Centrepay a customer can choose to pay bills by having a
regular amount deducted from their Centrelink payments. Instead of having large bills
every month or quarter, customers’ bills are paid in manageable amounts direct from
their Centrelink payments, making it easier for them to budget.
Participation in the scheme is voluntary and customers may start, vary or cancel
existing deductions any time by either contacting their nominated service provider, or
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Performance
Note: The method for extracting Centrepay data changed during the 2008–09 reporting
period and may result in minor variations to the final numbers. The integrity of the new
data more accurately reflects current numbers.
• For the fortnight ending 30 June 2009, 450 718 customers used Centrepay,
compared to 316 186 for the same period in 2008.
• For the month of June 2009, there were 11 053 organisations actively participating
in Centrepay, compared to 11 440 in June 2008.
• For the month of June 2009, there were 555 804 deductions made on behalf of
customers to participating organisations, compared to 481 147 for the same period
in 2008.
Centrepay Reform
In late 2007, Centrelink initiated a series of reviews of Centrepay. In early 2008, the
reviews were completed. Progress against the 33 recommendations of the reviews
was achieved in 2008–09 through consultation with regulatory bodies including the
Australian Securities and Investments Commission and the Australian Competition and
Consumer Commission.
The aim of the Centrepay Reform program is to clarify Centrepay’s strategic intent,
purpose and policy and to develop improved business management processes and
systems. Centrelink has now strengthened a number of Centrepay business processes,
including assessment of prospective participating organisations, contracting and
compliance arrangements, customer feedback processes, service reason definitions,
and risk assessment.
During the year, work also started on introducing outcomes based performance
management and identifying improvements in service delivery capability, to deliver
Centrepay more effectively to customers and participating organisations.
The Centrepay Reform program will position Centrepay as an effective tool to help
address challenges associated with the predicted expansion of Centrelink’s customer
base and assist the Government in its response to homelessness, social inclusion and
financial literacy.
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by phoning Centrelink, visiting a Centrelink Customer Service Centre, or online at www.
centrelink.gov.au
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eServices
In 2008–09, Centrelink continued to place a high priority on offering eServices as a
convenient channel for customers and third parties to do business with Centrelink.
Customers mainly use eServices via the web or via an automated phone service called
Interactive Voice Recognition.
During the year, new and enhanced services included:
• introducing access to online services for individual nominees
• improving the online services registration process
• creating new options for Child Care Benefit customers to access their child care and
payment details
• boosting the capability for families’ customers to enter their data online
• providing online access to allow customers to print bank statements from self
service PC’s in Centrelink Customer Service Centres.
During the year, Centrelink responded to increased demand by expanding its information
technology systems’ capacity to handle the higher volume of transactions and improve
stability in the online system. Support for customers using this service delivery channel
was offered in real time by telephone and by Secure Internet Mail Service.
Work also continued on simplifying and improving the registration process, the Secure
Online Mail system, Electronic Message Reminder services, and management and
security of Self Service customer personal computers located in Customer Service
Centres across the network.
Performance
In 2008–09, Centrelink recorded:
• more than 23 million individual web and Interactive Voice Recognition (IVR)
transactions, compared to 18 million in 2007–08
• a 56.4 per cent increase in yearly online activity
• a 25.3 per cent increase in IVR activity, driven by additional IVR services available
• more than 1 653 000 Secure Online Mail messages, compared to over 900 000 in
2007–08
• 1 805 418 SMS messages, compared to over 1.2 million in 2007–08.
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Centrelink Confirmation eServices (CCeS) is a suite of internet based confirmation
services developed by Centrelink to assist contracted organisations to validate
Centrelink or Department of Veterans’ Affairs customer entitlement status. With
customer consent Centrelink can provide the following services:
• Customer Confirmation—allows concession providers to confirm Centrelink customer
information. This enables the provider to apply their concession eligibility rules to
determine if the customer qualifies for a concession
• Income Confirmation—allows the transfer of a customer’s income and assets details
directly to organisations. This happens when a customer is required to establish
their eligibility for services, for example subsidised housing, or to determine the
degree of assistance the organisation will provide individuals
• Superannuation Confirmation—allows the administrators and trustees of
superannuation funds to obtain information about a Centrelink customer’s income
support status, to assist in determining the early release of superannuation on the
grounds of financial hardship.
CCeS helps to protect both government and organisation outlays by providing up-to-date
customer information to organisations that provide tailored programs, concessions or
subsidies. The service also provides direct benefits to customers because they do not
have to contact Centrelink to get paper copies of confirmation statements. Customers
can also print their own confirmation statements via Centrelink Online Services.
Performance
In 2008–09:
• 1906 contracted organisations used CCeS, compared to 1644 in 2007–08
• 36.6 million CCeS transactions occurred, an increase of 3.7 per cent on 2007–08.
Rent Deduction Scheme
The Rent Deduction Scheme allows Centrelink customers living in public housing to
have their housing related payments such as rent, loans and arrears deducted from
their Centrelink payments and sent directly to the relevant housing authority.
The scheme is voluntary for customers and provides an easy way to manage their
government housing payments, while helping to prevent rental arrears, debts and
evictions. All state and territory housing authorities use the Rent Deduction Scheme.
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Centrelink Confirmation eServices
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Performance
In June 2009, the number of Rent Deduction Scheme customers paying housing related
payments was 275 431, a slight decrease from 280 302 for the same month in 2008.
Assisted claim processes
Centrelink has IT applications so that employees can help customers access the right
payments and services, quickly and easily.
The First Contact Service Offer (FCSO) application supports processes for all new
payment claims excluding family assistance claims. The application registers a
customer’s intention to make a claim for payment, including the date the customer
made contact and determines appropriate service offers based on the customer’s
personal circumstances.
For employees assisting working age customers, the FCSO application workflows
can also lead to appointments for customers with Employment Services Providers.
FCSO also workflows into another assisted claim application, which commences
electronic claims for Newstart Allowance (job seekers and incapacitated), Youth
Allowance (job seekers, incapacitated and apprentices), Austudy (apprentices), and
Parenting Payment.

Measuring customer satisfaction
In 2008–09, Centrelink continued to conduct its Customer and Community Satisfaction
Survey Program. Apart from measuring customer satisfaction, survey results are also
used to guide improvements to customer access to Centrelink services.
Centrelink increased the customer satisfaction target from 86 per cent in 2007–08 to
88 per cent overall satisfaction with Centrelink services in 2008–09.
Performance
Customer satisfaction with Centrelink services increased from 88.3 per cent in
2007–08 to 89.3 per cent in 2008–09.
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Source: Customer Service Centre Satisfaction Survey and Call Centre Satisfaction Survey, DBM Consultants.

Figure 6 displays the percentage of customers who rated the overall quality of
people, services and information as either ‘very good’ or ‘good’ on their last visit to a
Centrelink Customer Service Centre or phone call to a Call Centre.
For more information, see Appendix 7 Centrelink Customer Satisfaction Survey Program
and activities in 2008–09.
Customer Service Centre wait times
Centrelink maintains its strong commitment to improving customer experiences when
they visit Centrelink Customer Service Centres. Centrelink uses several strategies that
help with waiting times. During the year, these included:
• increasing business that customers can complete through eServices
• providing Customer Service Liaison Officers and additional support staff to greet
and help customers complete their business. The Customer Liaison Officer directs
people to the most appropriate service, and they may use an ultra mobile PC to book
a customer into waiting groups or answer short enquiries
• implementing and operating Access Support Centres to support service delivery
staff to answer complex enquiries in the Customer Service Centre environment
• redefining the Service Delivery Strategy Business Managers role in Area Support
Offices to support improved customer service
• operating a Concept Office to trial customer service improvements and innovations,
and to obtain detailed and ongoing customer and employee feedback about
Centrelink services and facilities.
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Figure 6: Overall customer satisfaction with last contact with Centrelink, 2005–06 to
2008–09
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Performance
In 2008–09, 58.1 per cent of customers rated the ‘length of time in a queue’ as
either ‘good’ or ‘very good’ on their last visit to a Centrelink Customer Service Centre,
compared to 57.7 per cent in 2007–08.

Responding to customer feedback
Centrelink receives solicited and unsolicited customer feedback through many sources,
including Centrelink Customer Relations Units, the Centrelink website, letters, email
Tell us what you think customer comment cards, Customer Service Advisers, customer
satisfaction surveys, community groups and peak bodies, the business sector, external
review bodies such as the Social Security Appeals Tribunal, the Ombudsman’s Office
and customer advocacy groups such as the National Welfare Rights Network.
Customer feedback received through these sources is used to:
• identify and resolve service delivery problems
• improve customer experiences in dealing with Centrelink
• contribute to Centrelink business planning and performance reporting
• guide future customer service design
• help other government organisations develop policies.
Building on customer feedback systems
Work continued in 2008–09 to build on Centrelink customer feedback systems
stemming from Australian National Audit Office audit findings in 2004–05 and 2008–09
and the Centrelink post-complaints surveys carried out in 2008–09. Key achievements
during the year were:
• enhancing and refining a single, integrated customer feedback information system to
improve capture and reporting of customer feedback
• continuing to refine internal protocols and processes to support the effectiveness of
the customer relations function in Centrelink.
Customer Service Charter
Centrelink has a commitment to constantly strive to improve service delivery to
Australians. The Centrelink Customer Service Charter, a public expression of our
commitment to excellence in service delivery, sets out:
• our service delivery approach and commitments, including service standards
• customers’ rights and responsibilities
• how customers can provide feedback about service delivery
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• how customers can have complaints resolved.
The Customer Service Charter and a brochure containing key information are available
in all Centrelink Customer Service Centres and at www.centrelink.gov.au
Centrelink’s Statement of Commitment to Listening and Responding to Customer
Feedback supports and expands upon our commitments in the Customer Service
Charter. It sets out the systems, processes and principles that Centrelink works
with to handle customer feedback, including complaints, compliments and
suggestions. The statement is available in all Centrelink Customer Service Centres
and at www.centrelink.gov.au
Measuring customer service performance
Following is an overview of Centrelink’s performance against each of the four service
commitment themes for 2008–09. The majority of results are derived from Centrelink’s
customer satisfaction survey program. (Results for questions were calculated on
the basis of customers who provided a rating. Customers who for whatever reason
said they ‘don’t know’, refused or indicated ‘not applicable’ were removed from the
calculation of results.)
Customers can expect Centrelink to make it easier for them to use Centrelink
services—measured by the time customers waited in a queue at a Centrelink Customer
Service Centre (CSC), the percentage of calls to the Centrelink Call Centre answered
within two and a half minutes, and whether Centrelink got back to the customer within
an agreed time if an answer to a query could not be given immediately.
• 41.2 per cent of customers who needed to wait in a queue at a CSC said they waited
more than 10 minutes.
• 57.9 per cent of calls to Centrelink Call were answered within two and a half minutes.
• 78.2 per cent of customers agreed that employees at CSCs always got back to them
within the agreed time, higher than the result of 73.1 per cent of customers who had
contacted a Call Centre.
Customers can expect Centrelink to treat them with respect and courtesy—
measured by customer assessments of employee behaviour.
• 92.6 per cent of customers surveyed reported that employees in CSCs treated them
in a way that upheld the Australian Public Service Code of Conduct and the principles
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of the Charter of Public Service in a Culturally Diverse Society. The corresponding
result for Call Centre employees was 96.8 per cent.
Customers can expect Centrelink to explain their options to them—measured by
customer assessments about whether Centrelink worked with them to match services
and resources to their individual circumstances and the time Centrelink takes to
resolve customer complaints.
• 83.7 per cent of customers who attended CSCs and 85.6 per cent of customers who
contacted Centrelink via a Call Centre, reported that Centrelink worked with them to
match services and resources to their individual circumstances.
• 95.2 per cent of customer complaints were resolved within five working days.
Customers can expect Centrelink to respect their rights—measured by customer
assessments of whether Centrelink clearly explains its decisions, tells customers about
their rights and responsibilities and what they need to do, and the time Centrelink takes
to review a decision.
• 80.1 per cent of customers reported that CSC employees clearly explained
decisions. 81.7 per cent reported that Call Centre employees clearly explained
decisions.
• 78.6 per cent of customers reported that CSC employees always told them about
their rights and responsibilities so they know what they need to do. The result for
Call Centre employees was 80.5 per cent.
• 78.1 per cent of reviews were completed within 28 days.
During 2009–10 comprehensive analysis of Customer Service Charter performance
results, together with other sources of information (including customer feedback), will
drive further service delivery improvement activities across Centrelink.
Providing feedback to Centrelink
In 2008–09, the Australian National Audit Office (ANAO) tabled in the Parliament
an audit of Centrelink’s Complaints Handling System. The ANAO noted the risk that
accountability measures such as the annual report do not present a complete picture
of the feedback received by Centrelink. The ANAO therefore recommended that
Centrelink improve the accuracy of its customer feedback reporting by including data
about the compliments, suggestions and complaints it receives from all sources.
Centrelink agreed to this recommendation. (For more information about the ANAO
report, see Centrelink’s Complaints Handling System in Appendix 5 Australian National
Audit Office activity.)

» 105 «
• phoning the Customer Relations Unit on FreecallTM 1800 050 004
• visiting the Centrelink website at www.centrelink.gov.au and sending a secure
message
• filling in a Tell us what you think customer comment card
• talking directly with Centrelink employees
• writing to us.
Customers may also provide feedback to Centrelink indirectly by contacting:
• a Member of Parliament or Senator
• the Commonwealth Ombudsman
• an advocacy group such as the National Welfare Rights Network, a community group,
or peak body
• the mass media.
In 2008–09, Centrelink recorded 76 013 customer contacts through these different
feedback contact points. In terms of indirect feedback mechanisms, the count of
feedback is only representative of cases referred to Centrelink for action. There will
be instances of feedback lodged through these mechanisms that was not referred to
Centrelink. Of the customer contacts received during the year:
• 9422 were compliments
• 2104 were suggestions
• 64 487 were complaints.
These figures represent an increase in the number of compliments, suggestions and
complaints published in the Centrelink 2007–08 annual report. One of the drivers for
this increase in feedback has been the work Centrelink has undertaken to implement
the ANAO recommendation by including data about the compliments, suggestions
and complaints it receives from all sources. For this reason, the 2008–09 count of
compliments, suggestions and complaints should not be compared to data for previous
financial years published, for example, in the Centrelink 2007–08 Annual Report and
the ANAO Centrelink’s Complaints Handling System Report 22 of 2008–09. (For more
information, see Appendix 5 Australian National Audit Office activity.)
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including compliments, suggestions and complaints. Customers can provide this
feedback by:
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Types of complaints
The majority of complaints recorded in 2008–09 (39 996) were lodged through the
Customer Relations Unit FreecallTM 1800 number. Customer Service Centre and Call
Centre employees recorded 8831 complaints using a customer feedback macro. This
feedback macro was developed to make it easy for employees to record compliments,
suggestions and complaints at the first point of contact. Centrelink will continue to
monitor feedback macro usage to ensure feedback received by Customer Service
Centre and Call Centre employees is recorded.
In 2008–09, customers were more likely to complain about service-related issues (such
as a delay in a payment or misleading advice) than merit-based issues relating to the
correctness or reasonableness of decisions (such as payment eligibility). About 25 per
cent of complaints were predominantly merit-based, with the remainder predominantly
service-based.
The top five complaint categories by volume of complaints were:
• access to Call Centre, which included complaints about an engaged signal, call
disconnection and on-hold wait times (approximately 23 per cent)
• employee knowledge and practice (approximately 20 per cent)
• decision making (approximately 19 per cent)
• employee attitude (approximately 11 per cent)
• a disagreement with legislation and/or policy (approximately 6 per cent).
Depending on the type of complaint, responses to customers ranged from an apology,
correction of a customer’s record, review of a decision, or arrangements for an
interview or specialist follow-up support in more complex cases.
Centrelink maintains a strong commitment to improving the customer experience and
uses customer feedback to inform strategies to enhance customer service. In 2008–09
Centrelink invested substantially in developing up-to-date training materials to support
Centrelink employees. This national focus on training included Customer Focussed
Decision Making training. Centrelink is also implementing and operating Access
Support Centres to support service delivery staff to answer enquiries in the Customer
Service Centre environment and to improve employee knowledge and decision making.
Centrelink Call introduced estimated wait times across the main telephone business
lines in April 2009 to inform customers of the estimated length of wait. In the latter
part of 2008–09. Centrelink Call also reviewed:
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– scheduling to predicted workload
– workforce deployment and utilisation
– management of peak workloads
– demand mitigation
• areas for greater use of current telephony products and solutions to improve
customer service.
Rating the customer feedback system
While the post-complaints survey (see the next page) specifically targets those customers
who have made a complaint to Centrelink, the National Customer Survey asks all
respondents, irrespective of whether they had made a complaint, to rate the Centrelink
customer feedback system. Following is an overview of key National Customer Survey
results. (Results for questions were calculated on the basis of customers who provided a
rating. Customers who, for whatever reason said they ‘don’t know’, refused, or indicated
‘not applicable’, were removed from the calculation of results.)
• 89 per cent of respondents were aware that they could provide feedback directly to
Centrelink about the service they had received.
• Of those respondents who agreed that they could provide feedback directly to
Centrelink, the majority indicated that they would lodge a complaint with a team
leader/manager or to the person they were dealing with. Relatively few customers
(5 per cent) indicated that they would contact the Centrelink Customer Relations
Unit FreecallTM 1800 number if they needed to lodge a complaint.
• 75 per cent of respondents agreed that Centrelink is prompt and efficient at
resolving mistakes. 11 per cent of respondents answered ‘don’t know’.
• 74 per cent of respondents agreed that it was easy to make a complaint to
Centrelink about its service. 22 per cent of respondents answered ‘don’t know’ and
9 per cent answered ‘not applicable’.
• 83 per cent of respondents agreed that a customer will not be discriminated
against if they make a complaint to Centrelink. 14 per cent of respondents
answered ‘don’t know’.
The main reason for the percentage who responded ‘don’t know’ in the above survey
questions is because not all respondents will have made a complaint, and would not
therefore have been able to provide an assessment of Centrelink complaints handling.
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Resolving complaints
Centrelink uses a three-tiered system that requires the majority of complaints it
receives to be resolved within specified timeframes. These timeframes are based on
the complexity of the customer’s circumstances. Table 21 shows the resolution of
complaints against each of the three tier standards.
Performance
Centrelink’s overall performance against the three tiers was 91.3 per cent of
complaints resolved within standard, compared to 94.3 per cent in 2007–08.
Table 21: Customer complaint outcomes
Key Performance Indicators—
internal measures

2007–08

2008–09

Target (%) Result (%) Target (%) Result (%)

Proportion of Tier 1 complaints finalised
within one working day. (Tier 1 complaints
involve simple issues that should be
either resolved at first contact or after
a quick follow-up enquiry with another
Centrelink employee.)

90.0

98.9

90.0

94.9

Proportion of Tier 2 complaints finalised
within three working days. (Tier 2
complaints cannot normally be resolved at
first contact, requiring referral to another
Centrelink employee for further action and
subsequent response to the customer.)

90.0

83.1

90.0

82.0

Proportion of Tier 3 complaints finalised
within five working days. (Tier 3
complaints are typically more complex
issues requiring a decision by a senior
Centrelink employee, and/or may involve
external consultation with another agency
or organisation.)

90.0

81.8

90.0

75.2

Post-complaints survey
In 2008–09, Centrelink carried out two post-complaints surveys of customers who had
made a complaint to Centrelink between January 2009 and June 2009. Results were
generally consistent across the three tiers.
While overall survey results show strengths and areas for improvement in the
Centrelink complaints handling system, the findings indicate that customers who lodged
a complaint with Centrelink were positive about their experience.
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• a high level of satisfaction with the way employees who handled their complaint
treated them
• a high level of confidence in Centrelink maintaining confidentiality of the complainant
• a lack of discrimination against customers who make a complaint.
Performance
In both post-complaints surveys, approximately 50 per cent (51 per cent in March 2009
and 50 per cent in June 2009) of customers were satisfied with the overall complaint
handling experience. This compares to previous survey results—43 per cent in April
2008 and 41 per cent in October 2006.
Improving complaints handling
Post-complaints survey results and performance against internal measures of
timeliness for handling of Tier 2 and Tier 3 complaints highlight a continuing need for
performance improvement.
Tier 2 and Tier 3 complaints are a priority area of focus for 2009–10 and will be
addressed through the Centrelink Service Delivery Committee.

Building relationships with other countries
During the year, Centrelink continued to build and maintain relationships with other
countries to improve pension accessibility and quality of treatment for customers who
have lived in Australia as well as other countries. Highlights included:
• discussing possible international social security agreements with India and Poland
• attending meetings in Italy, New Zealand and the United Kingdom to discuss
improvements to their social security relationships with Australia
• finalising the agreement with Finland for implementation in 2009–10.
For information about international visits to Centrelink, see Appendix 8 International
visits to Centrelink.
Implementing new international social security agreements
During the year, Centrelink implemented new international social security agreements
between Australia and Greece, the Republic of Korea and Japan. These agreements
allow customers to receive pension payments despite insufficient insurance, retirement
contributions, or residence periods.
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Agreement with Greece
Signed on 23 May 2007, this agreement commenced on 1 October 2008 and covers
Australian Age Pension and Greek Old Age Pension.
Agreement with the Republic of Korea
Signed on 6 December 2006, this agreement commenced on 1 October 2008 and
covers Australian Age Pension and Korean Old Age Pension, Divided Pension and Lump
Sum Refund.
Agreement with Japan
Signed on 27 February 2007, this agreement commenced on 1 January 2009 and
covers Australian Age Pension and Japanese Old Age Pension.
Performance
As at 30 June 2009:
• 18 311 customers had lodged claims for Greek pensions and approximately 2481
customers had lodged claims for Australian pensions
• 249 customers had lodged claims for Japanese pensions and 130 customers had
lodged claims for Australian pensions
• 49 customers had lodged claims for Korean pensions and 30 customers had lodged
claims for Australian pensions.
Translating Australian Pension News
Produced twice a year for nearly 12 years, Australian Pension News continues to
provide information for people living outside Australia who get a payment from
Centrelink.
In 2008–09, Centrelink introduced three new language versions in Arabic, Maltese and
Polish. These new versions will reach around 4000 customers in Malta, Poland and
Arabic-speaking nations.
Performance
• Publishing in Arabic, Maltese and Polish brought the total number of Australian
Pension News languages to 14.
• Australian Pension News is mailed to approximately 57 000 customers living
outside Australia.

Chapter 5

developing
a networked organisation
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Centrelink meets the challenges of ‘developing a networked
organisation’ by linking with others inside and outside the organisation
to provide quality outcomes and seamless service for our customers.
Tracking performance
Centrelink tracks its performance against this strategic theme by measuring
the proportion of Centrelink Areas that have implemented endorsed community
engagement initiatives.

Main performance result
Table 22: Centrelink targets and result for 2008–09—Developing a networked
organisation
Strategic objective
Proportion of Centrelink Areas that have implemented
endorsed community engagement initiatives

Target %

Result %

100

94.811

1 As at 30 June 2009, two of the 15 Areas had yet to complete some community engagement initiative administration tasks.

Performance highlights
• continued to build strong relationships with local communities, consulted with
community reference and advisory groups, and participated in community events
across Australia
• provided assistance to local communities and the Australian public during times of
natural disaster and emergencies, including the New South Wales and Queensland
floods and the Victorian bushfires
• continued to work closely with the Department of Human Services and its agencies
to deliver combined services, capitalise on joint capabilities, and improve service
delivery for customers across the Human Services portfolio.
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During 2008–09, Centrelink continued to build strong relationships with local
communities, and state, territory and Australian Government departments and
agencies, to maximise positive outcomes for customers.
Centrelink Areas implemented seven community relationship and strengthening
strategies. These strategies built on the community engagement infrastructure
implemented in 2007–08. They supported a greater consistency in community
engagement across the Centrelink network. They also assisted Areas to identify and
introduce better community engagement products and practices.
Seven approaches were used by the Areas to continue strengthening relationships
with local communities, and increase Centrelink’s capacity to effectively engage
with the community sector to provide tailored service offers to customers. These
approaches were to:
• update community profiles
• update community relationships stocktake and community engagement plans
• update and distribute a local Centrelink contact list to community sector
organisations
• improve the quality of referrals to community service and emergency relief providers.
• improve attendance at key community fora and the reporting of issues and outcomes
from those contacts
• improve direct relationships with peak groups and advocates at the Area/state/
territory levels
• analyse and respond to feedback from a 2007–08 survey of the community and
business sectors.

Community reference groups
Centrelink has a number of community reference groups and other consultative bodies
nationally to gather input on and feedback about Centrelink service delivery. These
community reference groups mainly include representatives from peak community and
service delivery bodies.
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Carer Service Delivery Reference Group
The Carers Service Delivery Reference Group includes members from carer
organisations throughout Australia who also represent Indigenous carers, multicultural
carers, young carers, and carers with mental health issues.
In May 2009, the group met to discuss Budget measures affecting carers and the
implementation of the Improved Support for Carers Project.
Older People’s Reference Group
Made up of peak bodies and customer representatives, the Older People’s Reference
Group continued to provide Centrelink with lines of communication to senior
customers and advice on strategic and policy issues. At the annual meeting and at
other times during the year, the group also offered suggestions on how to improve
service delivery. Policy concerns raised by the group were referred to relevant policy
departments and agencies.
At the Older People’s Reference Group annual meeting on 21 May 2009, participants
focused on 2009 Budget measures for seniors arising from the Government’s
Pension Review.
National Multicultural Reference Group
Through the National Multicultural Reference Group, Centrelink continued to seek
advice and feedback from peak bodies representing communities from diverse cultural
and linguistic backgrounds about the quality and effectiveness of its service delivery to
multicultural customers.
When the group met in June 2009, the main topics discussed were Centrelink
support for people affected by the global financial crisis, social inclusion, the new
Employment Services Model and compliance framework, the Young Refugees’
initiative of the Centrelink Place Based Services Delivery Program, Income
Management and removing same-sex discrimination.
Multicultural advisory committees
Centrelink consults regularly with multicultural communities at local, state and territory
levels through its multicultural advisory committees. These committees operate in
most states, territories and regions with high multicultural populations. The fora provide
members with an ongoing opportunity to learn about upcoming changes, provide
feedback on local service delivery, and to strengthen local partnerships.
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Centrelink Stakeholder Engagement Meetings complement the CEO Leadership
Dialogue Series and are conducted on the afternoon before each dialogue. The events
aim to improve Centrelink relationships with local stakeholders and provide a way for
Centrelink to hear directly about further improving services. In 2008–09, between 50
and 90 local stakeholders attended each event.
For more information about the CEO Leadership Dialogue Series, see Leadership in
Chapter 6 Building capability for government.

Ensuring community involvement
Centrelink has longstanding relationships with many community organisations, including
peak bodies and specific communities that provide feedback on and input to service
delivery development.
Seeking customer input
Building on the Concept Office program of trials, a new Concept Lab opened in
December 2008.
Using the Concept Lab, Centrelink explores, develops and evaluates new processes,
forms and systems to improve services to customers, third parties, organisations and
the community.
The program tests new products and ideas in a live environment with end users.
This helps to reduce ‘red tape’ and improve efficiency, product/service design and
customer understanding.
National Welfare Rights Network
The National Welfare Rights Network (NWRN) plays an important role in providing
formal and informal feedback to Centrelink on improving service delivery, particularly
for vulnerable customers. The NWRN also contributes to a number of community and
customer reference groups.
Centrelink and the NWRN meet twice a year to discuss issues relating to the NWRN
clients and mutual customers. Following discussions at the 2008–09 meetings,
Centrelink supported the NWRN by providing it with information on new government
initiatives, changes to Centrelink service delivery and up-to-date reference material that
may affect NWRN clients.
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African community consultations
Centrelink is committed to improving customer outcomes by developing and fostering a
networked organisation through communication with customers and stakeholders.
Early in 2008, Centrelink facilitated 26 community dialogues with 349 representatives
of refugee and humanitarian customers from African backgrounds. The sessions were
held in 21 locations nationally to better understand the service delivery challenges
facing these customers.
In October 2008, a further dialogue was held in regional New South Wales, with a
broader audience, including refugee and humanitarian customers, community members,
leaders from African communities and service providers. Similar challenges to those
from previous dialogues were discussed.
A ‘virtual network’ of 250 member contacts was created. The network is a pivotal
gateway between Centrelink and African communities, and enables Centrelink to
disseminate information and provide progress updates on issues raised.
Centrelink also produced a variety of information products, including CDs in various
African languages such as Amharic, Dinka, Kirundi, Krio, Swahili and Tigrinya.

Participating in community events
Carers Week
From 18–23 October 2008, Centrelink worked with Carers Australia, Commonwealth
Respite and Carelink Centres, and other community organisations to promote Carers
Week. Based on the theme ‘… because I care’, activities acknowledged the valuable
role carers play in the community and raised awareness of carers’ needs.
Families Week
The seventh National Families Week was held from 10–16 May 2009. The week
recognises the importance of families as the most fundamental units of society in
a community. Centrelink’s network of Customer Service Centres, Call Centres and
support offices marked the week by holding events for their local communities. The
theme this year was ‘celebrate how everyone makes a difference’. Some of the events
held by the Centrelink network included barbeques, morning teas, an expo of family
related information, and a children’s colouring competition.
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International Day of People with Disability promotes the ability, contribution and
achievements of people with disability. The day encourages support for the dignity
and rights of people with disability through awareness and understanding of disability
issues. Centrelink supports the day each year by hosting events such as morning or
afternoon teas and sausage sizzles with community groups in local Customer Service
Centres, Call Centres and Area Offices.
NAIDOC Week
Centrelink is committed to ongoing support for Indigenous Australians and encourages
its employees to join their local communities in celebrating Aboriginal and Torres Strait
Islander culture, history and achievements.
From 6–13 July 2008, Centrelink supported events for NAIDOC Week, through flag
raising ceremonies, information days and cultural performances in line with the week’s
theme ‘Advance Australia Fair’.
National Career Development Week
National Career Development Week was held from 18–24 May 2009. The week
promotes awareness of career development and emphasises the need for working age
Australians to develop skills to manage their careers. Centrelink’s network of Career
Information Centres participated in a number of events around Australia, including
career expos, workshops, community events and joint information sessions with other
government-funded providers.
National Homeless Persons’ Week
Centrelink is a key ‘first to know’ agency in providing support to Australians who are
homeless or at risk of becoming homeless. During August 2008, Centrelink employees
actively participated in a range of activities across the country to support National
Homeless Persons’ Week. Included in these activities was a formal launch of the week
at the National Support Office, and 15 staff (including the Acting Chief Executive Officer)
‘slept rough’ in the car park to raise money for a local men’s shelter. A local business
also donated a range of sleeping bags and sleeping mats to the shelter.
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National Reconciliation Week
Centrelink is a proud supporter of reconciliation and is committed to building and
maintaining relationships with Indigenous Australians, from the national level through
to the local community level. Centrelink celebrated National Reconciliation Week
throughout the network from 27 May–3 June 2009. This year’s theme was ‘See the
person, not the stereotype’. Centrelink acknowledged this theme in many events in
Customer Service Centres and Call Centres involving local Indigenous communities.
National Youth Week
National Youth Week was celebrated from 28 March–5 April 2009. The week
represents opportunities to recognise the contribution the youth of Australia make to
our communities.
Across Australia, Centrelink Customer Service Centres, Call Centres and Area offices
celebrated this year’s theme, ‘Make a move’, by organising morning teas, lunches and
information sessions in their local communities.
The National Youth Awards were also held during National Youth Week, recognising the
innovation and creativity of young Centrelink employees (see National Youth Awards in
Chapter 6 Building capability for government).
Refugee Week
Refugee Week was held from 14–20 June 2009, in preparation for World Refugee Day
on 29 June 2009. The week is used to stimulate awareness of issues experienced by
refugees in Australia, as well as around the world.
Centrelink Multicultural Services Branch consistently promotes Refugee Week by
hosting activities and inviting guest speakers from the community. This is supported
nationally by Multicultural Service Officers who organise local activities in Customer
Service Centres across the network to raise awareness and foster understanding of
refugee issues.
Seniors Week
From 15–22 March 2009, Centrelink worked with the Australian Capital Territory
Council on the Ageing to coordinate a successful Seniors Expo during Seniors Week.
Centrelink participated in the Seniors Expo by:
• staffing a Financial Information Service booth
• providing general information about Centrelink payments and services
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Centrelink will continue this positive yearly tradition to maintain an approachable
and active role in the local community. Importantly, Centrelink’s involvement in these
activities means seniors have the chance to directly put their views about aspects of
and improvements to Centrelink service delivery.

Communicating with customers and the community
Centrelink places a high priority on effective communication with customers, potential
customers and the Australian community. Effective communication provides Australians
with the information they need to make informed choices about Centrelink payments
and services and to understand their rights and obligations when they receive these.
In 2008–09, Centrelink continued to provide customers and the community with
information about its payments and services through a range of accessible channels,
including media, print, advertising and online.
Media coverage
During the year, Centrelink again worked closely with local, national, state and territory
media to raise awareness in the broader Australian community about Australian
Government support, services and payments.
Initiatives that attracted significant media coverage included Centrelink fraud detection
programs, Australian Government Drought Assistance, delivery of the Australian
Government’s Economic Security Strategy and Household Stimulus Package payments,
the BasicsCard and Income Management, and Budget measures.
Talkback radio and morning television are important ways for Centrelink to inform
customers about their rights and responsibilities, and to maintain Centrelink’s
reputation as an accessible and customer-focused organisation.
During the year, Centrelink media spokesman Hank Jongen (General Manager,
Communication Division) participated in regular talkback radio and morning television
interviews around the country, answering Centrelink related questions on a variety of
topics. This included appearances on nationally syndicated programs, such as Charles
Wooley’s Across Australia, ABC Local Radio’s Nightlife with Tony Delroy, Network
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sausage sizzle from funds raised throughout the year and volunteering their time to
serve and engage with the local community.
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Ten’s 9am with David and Kim, the Nine Network’s Mornings with Kerri-Anne and WIN
Television’s Susie. Key topics included:
• customer feedback—to inform customers about the avenues available if they are
unhappy with a Centrelink service or decision
• debt prevention—to remind customers about their responsibility to tell Centrelink
when their circumstances change to reduce the risk of overpayment
• access—to tell customers about the different ways of doing business with Centrelink
• fraud—to demonstrate that Centrelink has strong fraud detection strategies, and to
deter people from intentionally defrauding the Commonwealth.
Marketing programs
Throughout the year, Centrelink also managed campaign and non-campaign
information programs to support the implementation of major government initiatives.
This included activity supporting the removal of same-sex discrimination, changes to
family assistance, implementation of the BasicsCard and Income Management, and
delivery of the Australian Government Economic Security Strategy and Household
Stimulus Package payments.
All campaign activity is conducted in line with the Department of Finance and
Deregulation Guidelines on Campaign Advertising by Australian Government
Departments and Agencies.
For information about advertising and research, see Appendix 9 Advertising and
research.
Online communication
From late 2008, the global financial crisis led to many Australians having to claim
income support payments for the first time.
Recognising that the first contact many people make with Centrelink is online, and
supporting the business priority to offer eServices as a convenient channel for
customers to do business with government, 2008–09 saw a renewed focus on ensuring
the Centrelink website meets the needs of customers. Particular priority was given to:
• people who have become, or are likely to become unemployed as a result of the
economic environment
• older people and retirees whose income and assets have decreased and who
are either looking for work or who have become eligible for Age Pension or other
Centrelink assistance
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Changes to the Centrelink website included improved navigation and content, use
of Video on Demand and web streaming, and production of a video which welcomes
customers to the website.

Building relationships with the business sector
Centrelink offers service support to businesses and third parties who have entered
or are entering into a business relationship with Centrelink. This service support is
designed to assist businesses and third parties in dealing with Centrelink on items
relating to mutual business operations. During the year, for example, the introduction of
Income Management and the BasicsCard meant Centrelink worked with and developed
strong relationships with over 900 third party organisations.
Centrelink business support
In 2008–09, Centrelink continued to support businesses and other organisations
by offering Centrepay, Confirmation eServices and the Rent Deduction Scheme (see
entries for these services in Chapter 4 Strengthening our customer focus in line with
government direction).
Centrelink Business Hotline
The Centrelink Business Hotline is a national contact centre established to reduce red
tape and make it easier for employers and other third party organisations to interact
with Centrelink.
During the year, the Business Hotline continued to have close involvement in
Centrelink’s digitisation agenda through images received via desktop fax.
The Business Hotline also used the electronic transfer system to support other
Centrelink work including:
• Business Integrity documentation and forms
• all customer forms lodged with Centrelink Agents and Participation Solution
Team documentation
• during Centrelink emergency responses, as the primary gateway for claims forms
for disasters including the Victorian bushfires and the New South Wales and
Queensland floods.
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Performance
In 2008–09, the Centrelink Business Hotline:
• answered 141 684 calls, slightly down from 148 425 calls in 2007–08. On average,
calls were answered in under 11 seconds
• received and managed electronically over 3.2 million pages (this work would
previously have been distributed in paper form to Centrelink processing centres
across the country)
• used the electronic transfer system to handle 636 540 incoming faxes, a significant
increase on the 212 010 handled in 2007–08, and 127 968 handled in 2006–07.
During the year, the Information Reporting Helpdesk and processing teams continued
to provide a range of support to a number of national electronic data exchange
projects including:
• undertaking weekly or fortnightly electronic file transfers with 141 Australian
disability services organisations, resulting in the Business Hotline processing
approximately 450 000 customer earning updates
• responding to requests for earning verification to both Coles Group (through their
payroll provider EDS) and Woolworths—in the past, these requests were conducted
by mail. Both companies report significant administrative savings using this process
• receiving twice-yearly income stream reporting information from 28 financial
organisations representing 80 superannuation funds, resulting in updates to the
records of over 150 000 Centrelink customers
• exchanging data between 31 universities and Centrelink, confirming enrolment and
course load details for students, which helped to reduce debts and overpayments
• receipting and registering approximately 1000 merchant applications lodged to
accept the BasicsCard.

Emergency management
Centrelink has developed a strong reputation for its efficient and compassionate
delivery of recovery assistance, by responding rapidly to situations where a group of
individuals or communities are seriously affected. Centrelink is one of a number of
agencies that work together in communities devastated by natural disasters including
bushfires, storms and floods.
In response to an emergency, Centrelink can rapidly mobilise resources to provide Call
Centre hotlines, front line services at evacuation and recovery centres and personal
care services, and to deliver financial assistance.
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Mumbai crisis—November 2008
Following the terrorist attacks that began on 26 November 2008 in Mumbai, India, the
Prime Minister announced that Australian Government Disaster Recovery Payments
would be available to Australians directly affected by the attacks. The Funeral/Memorial
Assistance payment was also made available to the immediate families of Australians
who died during the crisis.
Centrelink sent four Family Support Team employees to Mumbai in late November to
support affected Australians. The team’s social workers offered personal support,
practical assistance and referrals to other support services. Family Support teams and
customer service employees worked with state and territory governments to meet and
assist victims and families returning from Mumbai. In Australia, Centrelink continues to
provide ongoing support.
Performance
As at 30 June 2009 Centrelink had:
• paid 137 Australian Government Disaster Recovery Payments, totalling $147 400
• paid one $5000 Funeral/Memorial Assistance payment
• answered 315 calls relating to the crisis.
South East Queensland storms and floods—November 2008
Centrelink responded quickly to assist people affected by the storms that started in
South East Queensland on 16 November 2008.
On 18 November 2008, the Prime Minister announced that Australian Government
Disaster Recovery Payments would be available to people affected by the South East
Queensland storms. To deliver the payments and personal support services, Centrelink
employees worked closely with Queensland Government departments and nongovernment agencies such as the Australian Red Cross.
Centrelink employees, including social workers, worked at different times on-the-ground
at community recovery centres in Ashgrove, Ipswich, Everton Hills, Narangba and
Rosewood in coordinating the response. Employees also worked at Centrelink sites to
help process claims.
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Immediately following the storms, the Geelong Call Centre started a 24-hour, seven
days a week phone support service. Centrelink employees took calls about the storms
and floods in the Brisbane and Geelong Call Centres.
Performance
As at 30 June 2009, Centrelink had:
• paid 15 533 Australian Government Disaster Recovery payments, totalling
$19 788 800
• answered 14 982 calls about the storms and floods.
Victorian bushfires—January and February 2009
Centrelink continues to provide assistance and support to survivors and the immediate
families of people who died in the bushfires that ravaged parts of Victoria in January
and February 2009.
On 8 February 2009, the Prime Minister announced Australian Government Disaster
Recovery Payments would be available to people affected by the fires. On 10 February
2009, the Prime Minister also announced other government assistance, including:
• Income Recovery Subsidy payments—for employees, small business owners and
farmers who had lost income as a direct result of the fires (see Ex-gratia Income
Recovery Subsidy later in this chapter)
• Funeral/Memorial Assistance payments of $5000—for funeral/memorial and any
related costs for the immediate families of people who died in the fires.
Centrelink set up a Victorian based Operations Centre to manage and coordinate
Centrelink’s on-the-ground response. Centrelink Customer Service Advisers, social
workers and case managers provided on-the-ground assistance and personal support
to fire survivors.
On the weekend of 7 and 8 February Centrelink activated Call Centres/hotlines to take
calls about the bushfires.
Centrelink case managers worked with the Victorian Department of Human Services
and other agencies to provide special assistance to bushfire survivors trying to
recover their normal lives. This service will continue through to mid-December
2009. Up to 30 June 2009, 4957 requests for case management assistance were
received from individuals and famlies.
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As at 30 June 2009 Centrelink had:
• granted over 55 199 Australian Government Disaster Recovery Payments, totalling
$64 256 843
• granted 175 Funeral/Memorial Assistance payments, totalling $921 600
• answered 80 658 calls relating to the bushfires.
Since the bushfires, Centrelink has continued to work closely with state and local
authorities to provide ongoing support.
North Queensland floods—January and February 2009
When tropical cyclone Ellie hit the North Queensland coast on January 2009, the
Government announced that Australian Government Disaster Recovery Payments would
be available to people in areas adversely affected by floods.
On 10 February 2009, the Prime Minister announced additional support through
Income Recovery Subsidy payments (see Ex-gratia Income Recovery Subsidy later in
this chapter) available up to 12 May 2009 for people who had lost income as a result
of the floods.
On 24 February 2009, the Prime Minister also announced that Funeral/Memorial
Assistance payment of $5000 would be available to the immediate families of people
who had died in the floods.
Centrelink employees and social workers offered assistance and personal support
services at Ingham High School and at the community recovery centre in Ingham. After
the community recovery centre in Ingham closed, Ingham and Townsville Centrelink
Customer Service Centres provided ongoing services.
Starting immediately after the floods, 15 Centrelink Call Centres—including the
Emergency Call Centre, which operated 24 hours a day, seven days a week—were
involved in providing information and assistance.
Since the floods, Centrelink continues to work with the Queensland and local
governments and community organisations to help people get on with the job of
repairing their homes and their lives.
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Performance
As at 30 June 2009 Centrelink had:
• granted two Funeral/Memorial Assistance payments, totalling $10 000
• granted over 36 000 Australian Government Disaster Recovery Payments, totalling
$46 009 010
• answered 60 412 calls relating to the floods.
North Western Queensland floods—January and February 2009
On 25 February 2009, the Prime Minister authorised Income Recovery Subsidy
payments (see Ex-gratia Income Recovery Subsidy later in this chapter) to assist people
who were directly affected by the flooding in North Western Queensland early in 2009.
Storms and flooding in South East Queensland and New South Wales—
May 2009
On 25 May 2009, the Prime Minister announced the activation of the Australian
Government Disaster Recovery Payment to assist people adversely affected by storms
and associated flooding in South East Queensland and New South Wales.
Immediately following the storms and floods, Centrelink provided additional access
and support through recovery centres at Lismore, Grafton and Kempsey. Centrelink
continues to provide services through its Customer Service Centres and Call Centres.
Performance
As at 30 June 2009 Centrelink had:
• granted over 5500 Australian Government Disaster Recovery Payments,
totalling $7 976 800
• answered 11 932 calls relating to the storms and floods.
Ex-gratia Income Recovery Subsidy
On 10 February 2009, following the bushfires in Victoria and Cyclone Ellie in North
Queensland, the Prime Minister announced financial assistance through Ex-gratia
Income Recovery Subsidy payments. On 25 February 2009, the Prime Minister
also authorised these payments for North West Queensland flood victims. The
ex-gratia payments went to employees, small business operators and farmers who
could demonstrate they had experienced a loss of income as a direct result of
these disasters.
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Payment of the Ex-gratia Income Recovery Subsidy ceased for North West Queensland
on 12 April 2009 and on 12 May 2009 for North Queensland. In Victoria the Ex-gratia
Income Recovery Subsidy was extended for two further periods—to 11 August 2009
and to 10 November 2009.
Before the end dates of the Income Recovery Subsidy, Centrelink contacted affected
customers to discuss their individual circumstances and entitlements to income
support payments. Centrelink also provided customers with referrals to other support
services as required.
Bali bombings
In 2008–09 Centrelink provided some ongoing assistance for people affected by the
Bali Bombings of 2002 and 2005.

Delivering drought assistance
Family Relationship Services Program
Drought has a major impact on families in drought-affected areas with many living
through financial uncertainty, anxiety and emotional stress. In response to this,
Centrelink Social Workers continued to provide family relationships services for farming
families living under ‘exceptional circumstances’ declared drought-affected areas.
Social workers offer social and emotional counselling, personal support and referrals
for individuals and families in Exceptional Circumstances declared areas. Centrelink
Social Workers are also assisting with community capacity building activities in these
areas, for example, by providing community outreach and networking, training, and
providing community programs and forums. (For more information about social workers,
see Family Support Drought Response Team in Chapter 4 Strengthening our customer
focus in line with government direction.)
Assistance in the Murray-Darling Basin
During the year, Australian Government Drought Assistance Mobile Offices,
including the Murray-Darling ‘Drought Bus’, continued to visit drought-affected
areas in rural Australia to provide information and assistance to farmers, their
families and communities.
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Payment of the Ex-gratia Income Recovery Subsidy was at the rate equivalent to
Newstart Allowance and not subject to an assets test, activity test or waiting periods.
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Centrelink’s Murray-Darling Basin Project focuses on coordinating support
services, working with other government and non-government agencies, and
helping people affected by drought or changes to water allocations, to move
forward. (For more information, see Murray-Darling Basin Project, Mobile Offices
and Rural payments in Chapter 4 Strengthening our customer focus in line with
government direction.)
Assisting drought-affected Queensland
In 2008–09, the Centrelink Family Support Drought Response Team continued to
assist people in North West and Central West Queensland affected by drought.
Based in Mt Isa, the program delivers a range of successful strategies to meet
the challenge of servicing a large and geographically isolated area.
Targeting individuals, farming families, small businesses and whole communities,
Centrelink works with other government and community services to provide
a variety of services. Services include crisis intervention, counselling and
education and skills training, information, referrals to other services, family
support, home visiting, case management, and community capacity building.

LPG Vehicle Scheme
The LPG Vehicle Scheme assists private-use vehicle owners who decide to have
liquefied petroleum gas (LPG) systems in their vehicles. The scheme is delivered
on behalf of the Department of Innovation, Industry, Science and Research, with
Medicare Australia and Centrelink as the contact points for enquiries and lodging
forms. The scheme offers grants of:
• $1000 to applicants who purchased a new vehicle before 10 November 2008
that had an LPG system installed at manufacture
• $2000 to applicants that had an LPG system installed in an existing vehicle,
or purchased a new vehicle after 10 November 2008 that had an LPG system
installed at manufacture.
In the 2009–10 Budget, the Australian Government announced that the grant amount
for conversions on used vehicles will change from $2000 to $1750 from 1 July 2009,
and will continue to reduce by $250 each financial year from July 2010 until the end of
June 2012. A grant of $1000 will be offered for conversions on used vehicles between
July 2012 and the end of June 2014.

Case Study

Case study—Delivering drought assistance in
the Murray-Darling Basin
With a high concentration of irrigation farms, and little or no water
allocations, many farming families in the Murray-Darling Basin are finding it
hard to make ends meet.
Centrelink Rural Services Officer, James says: ‘The Small Block Irrigator
Exit Grant package means farmers can wind-up their business, stay living
on their properties and continue to be part of their local communities’.
‘Recently I worked with a customer who made the hard decision to give up
almond growing because of continuing water shortages.’
‘With assistance through the grant package, he was able to sell his water
allocation back to the Government, his wife started a part-time job, and
he is taking on casual work. The farmer is also planting native trees on his
land to regenerate and return it to its original state.’
Around 60 Rural Service Officers provide a vital connection between
the Australian Government and farming communities and agriculturallydependent small businesses. As part of Mobile Offices, Rural Services
Officers take services into peoples’ homes and communities.
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The grant amount for LPG conversions on new vehicles prior to their first registration will
remain at $2000 for the life of the program.
Performance
As at 30 June 2009, 85 065 grants were paid, worth nearly $170 million. This
compares to 81 000 grants and $162 million in 2007–08.

Chapter 6

building
capability for government
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Centrelink meets the challenges of ‘building capability for government’
by ensuring it has the right resources and underlying capability to carry
out our ongoing work, progress the Government’s agenda, and respond
effectively in times of crisis.
Tracking performance
Centrelink tracks its performance against this strategic theme by measuring how it:
• attracts, trains and retains skilled people to deliver customer outcomes
• demonstrates united leadership and teamwork at all levels
• enables Centrelink’s Information Technology (IT) services and capability.

Main performance results
Table 23: Centrelink targets and results for 2008–09—Building capability for government
Strategic objective
Demonstrates united leadership

Target %

Result %

95

97.53

• increase in employees who have a performance
agreement verified

Performance highlights
• negotiated and commenced the new Centrelink Agreement 2009–2011
• responded quickly and effectively with a flexible workforce presence as part of
emergency and community recovery work after the New South Wales and Queensland
floods and Victorian bushfires
• implemented a comprehensive program to promote a positive workplace climate
• introduced a cascaded change management program to support Customer
Service Centre managers, Team Leaders and Customer Service Advisers, through
comprehensive changes in customer service delivery practices
• conducted the 2009 People Survey and a suite of ‘pulse’ polls on issues of concern
to employees
• reviewed support for Indigenous employees and developed the National Indigenous
Employees Plan 2009–2011
• implemented health and safety management arrangements in accordance with the
Occupational Health and Safety Act 1991
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• implemented programs to improve health and safety capability and reduce
psychological injury risks
• implemented health and safety plans in response to the outbreak of Pandemic H1N1
2009–Influenza
• purchased an online management program to support Team Leader development
in the IT group—one of several strategies to improve access to learning by IT
employees.

Attract, train and retain skilled people to deliver
customer outcomes
Strategic People Plan
Centrelink’s Strategic People Plan is a rolling three-year plan, which prioritises and
directs human resources activity in line with Centrelink business requirements.
Centrelink’s Strategic Directions and its business plan drive the Strategic People Plan.
Performance
During 2008–09, significant Strategic People Plan achievements included:
• completing collective agreement negotiations and commencing the Centrelink
Agreement 2009–2011
• conducting research and consultation for the new Strategic People Plan 2009–2011
• developing and implementing Human Resource Service Standards and
performance reporting, which articulate the service expectations that local
human resource teams need to achieve, national human resource targets, and
areas requiring targeted effort
• developing and implementing online support tools for succession management and
capability development
• processing more than 3500 applications for graduate positions.
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• implemented programs to reduce the risk of customer aggression, including
increased security capability
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Centrelink Agreement 2009–2011
A key enabler for Centrelink future workforce flexibility is the Centrelink Agreement
2009–2011. In April 2009 the new collective agreement commenced, which builds
on Centrelink strategic objectives through stronger links to performance and learning
and development, attractive pay and conditions, more flexibility for employees, and
increased workforce availability.

Performance management
The Centrelink Agreement 2009–2011 supports the Centrelink Performance
Management System with stronger links between remuneration and an employee’s
performance and development.
The Performance Management System:
• applies to all employees in Centrelink, and full participation is the responsibility of
every employee
• ensures rigour, consistency and professionalism in performance assessment
• outlines what will be rewarded, what is important and what is expected, including
behaviours consistent with the Australian Public Service Values and Code of Conduct
• is linked to capability and development of employees.
Performance
At the end of the June quarter 2009, 97.53 per cent of employees had a verified
performance agreement in place, which is above the target of 90 per cent.

Workforce planning
Throughout 2008–09, Centrelink continued to develop innovative ways to attract
and retain employees to address the challenges associated with the changing
labour market.
Centrelink managers were provided with support to develop local workforce plans
by reviewing current functions, roles, experiences and skills across the organisation
to ensure Centrelink is well positioned for the future and able to respond flexibly to
fluctuations in customer demand.
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Performance
Workforce strategy activities in 2008–09 included:
• developing a comprehensive workforce plan to support the Victorian bushfire
disaster response
• updating the Area North Australia Workforce Plan to support evolving work in
remote servicing
• implementing quarterly Area workforce reporting on emerging workforce trends.
Detailed workforce analysis and strategy development was also carried out on:
• Centrelink allied health professional recruitment and retention
• IT workforce issues in the context of recommendations in the Gershon Review
• Indigenous employment trends, particularly employment patterns for Indigenous men.
For information about the number and make-up of Centrelink employees, see
Appendix 10 Our people. For information about employee remuneration, see
Appendix 11 Employee remuneration overview.

People Capability Framework
As part of the Centrelink People Capability Framework, in 2008–09 most National
Support Office and Area Support role statements were developed. Draft information
and communication technology job statements were refined in line with Gershon Review
recommendations.
Performance
The People Capability Framework continued to support a number of key projects in
2008–09, including:
• employee skill tagging—finalising policy for collecting and recording employee skill tags
and developing detailed human resource system requirements to support skill tagging
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From December 2008, workforce planning included five programs of additional
recruitment of non-ongoing employees into customer service delivery roles; facilitated
movement of employees between the Call Centre and Customer Service Centre
environment; and supported on-going and non-ongoing movement of interested
employees from Medicare Australia and other Australian Public Service agencies.
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• job coding—identifying job groupings that are linked to the Australian Public Service
(APS) classification system and the Australian Bureau of Statistics’ Australian and
New Zealand Standard Classification of Occupations code, to inform Centrelink
future workforce supply and demand analysis
• succession management pilots—producing online support tools for succession
management and capability development were produced, including capability guides
to support Integrated Leadership System assessment.

Change management
In 2008–09, Centrelink reinvigorated its change management approaches and launched
a comprehensive new toolkit designed to support operational-level managers and
employees through process and role change. The change workshop was delivered
nationally in the context of the Productivity Initiatives Program. Over 40 new tools and
guidelines are now available to Centrelink Managers and Team Leaders to assist in
planning and navigating workplace change.

Workplace diversity
Centrelink is committed to creating and supporting a workforce that reflects the
diversity of the community it serves, and a work environment where all employees feel
valued for their contribution.
During 2008–09, implementation of the Centrelink Workforce Diversity Plan 2008–2010
continued. The plan supports and strengthens the National Indigenous Employees
Plan 2004–2008 and the Disability Action Plan developed under the Commonwealth
Disability Strategy.
Performance
During 2008–09 significant progress was made on diversity initiatives, which included:
• providing workplace support for employees with disability
• developing the new Centrelink National Indigenous Employees Plan 2009–2012
• updating recruitment policy and activities with a diversity perspective.
For more information about equity and diversity, see Appendix 12 Equity and diversity.
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Encouraging employment of people with disability
During the year, examples of activities to encourage employment of people with
disability included:
• designing and implementing the Coaching for Diversity program to provide employees
with disability opportunities. The program helps employees set goals and gain
confidence in their ability to achieve with the assistance of one of Centrelink’s
internally accredited coaches. Coaching is designed to help people improve their
learning and performance, and enhance their quality of life
• developing a Reasonable Adjustment Policy to help remove barriers to participation
in work by people with disability
• taking part in the Department of Education, Employment and Workplace Relations’
research program to identify good practice in recruiting and retaining people with
mental illness.
Network for Employees with Disability
Set up in 2008–09, the new Network for Employees with Disability gives Centrelink
employees opportunities to provide feedback on policy development and other
initiatives. The network is a virtual network which focuses on collaboration and
exchange of ideas, information, research and resources. The information gathered
assists in shaping policies and processes on the employment of people with disability.
This network also provides information to employees with disability, including
Expressions of Interest and APS publications, such as the Management Advisory
Committee 6 report on the Employment of People with Disability in the APS.
Australian Employers Network on Disability
Centrelink is a Bronze Member of the Australian Employers Network on Disability. The
network promotes the inclusion of people with disability in all aspects of business. It
facilitates an employer network on disability for mutual learning and information sharing
and assists organisations to comply with the Disability Discrimination Act 1992.
Redevelopment of the National Disability Action Plan
In March 2009, Centrelink established a working group with stakeholder
representation to assist in developing the National Disability Action Plan, required by
the Australian Human Rights Commission. The working group’s role is to identify key
areas for the new plan.
Centrelink annual report 2008–09

Chapter 6: Building capability for government

Employment of people with disability

» 138 «

Accessibility Steering Group
In September 2008, the Accessibility Steering Group was established to clarify
governance arrangements and to promote assistive technology within Centrelink.
Performance
In 2008–09, almost 5 per cent of Centrelink employees identified as having a
disability—above the latest recorded average across the APS of 3.8 per cent.
For information about Centrelink achievements in 2008–09, which ensure its policies,
programs and services are accessible to people with disabilities, and comply with the
Commonwealth Disability Strategy and the Disability Discrimination Act 1992, see
Appendix 13 Disability Discrimination Act 1992 reporting.
Employment of Indigenous Australians
Centrelink is committed to providing a workplace of choice for Aboriginal and Torres
Strait Islander peoples.
National Indigenous Employees Plan
In 2008–09 the Centrelink Indigenous Employment Working Group guided the
development of the new Centrelink National Indigenous Employees Plan 2009–2012,
which aims to:
• assist in improving the employment circumstances and future prospects of Aboriginal
and Torres Strait Islander peoples in Centrelink
• increase employee understanding of the identity and experiences of Indigenous
Australians
• reflect this awareness in Centrelink internal relationships and external service delivery.
Based on extensive research and employee consultation, the plan includes:
• an Indigenous mentoring program, which uses experienced and qualified Indigenous
employees as mentors to help other Indigenous employees develop the confidence
and skills to build their careers
• identified positions, which ensure that the most suitably experienced and qualified
people are recruited to help develop and deliver Centrelink services and programs to
Indigenous customers
• adjustment to workplace mechanisms for new employees recruited from areas
where, historically, there have been limited employment opportunities
• development of a strategy, which addresses the low number of Indigenous men
recruited to Centrelink.
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During 2008–09, Centrelink had:
• a 3.6 per cent employment rate of Indigenous Australians (1003 employees), higher
than the latest (2008) APS average of 2.1 per cent and higher than Indigenous
representation in the community at 2.4 per cent. The employment rate compares to
3.4 per cent (877) in 2007–08
• 42 qualified Indigenous mentors
• 265 Indigenous identified positions
• 72 cultural awareness facilitators, compared to 68 in 2007–08.
Aboriginal and Torres Strait Islander cultural awareness training
Training in cultural awareness aims to promote better communication with Indigenous
employees and improve services to Aboriginal and Torres Strait Islander customers
and their communities. The training is designed to increase employee knowledge
and understanding of Indigenous culture and how to deal with the issues affecting
Indigenous customers in culturally-sensitive ways.
In 2008–09, more than 1000 Centrelink employees participated in the Centrelink
Aboriginal and Torres Strait Islander cultural awareness training program. Centrelink
also delivered this training to employees from other APS agencies, such as agencies
working on the Northern Territory Emergency Response, the Department of Human
Services and its agencies, the Australian Public Service Commission, and the
Australian Taxation Office.
Indigenous scholarships and cadetships
Indigenous scholarships offered under the Centrelink Indigenous Scholarship
Program help Indigenous employees gain tertiary level qualifications and develop
their career potential.
Indigenous cadetships are a component of Centrelink recruitment activities which
assist Indigenous students completing their first undergraduate degree with pathways
to employment in Centrelink. Indigenous cadetships are offered under the National
Indigenous Cadetship Project conducted by the Department of Education, Employment
and Workplace Relations.
In 2008–09 four Indigenous employees were accepted to the Scholarship Program, and
Centrelink offered two new Indigenous Cadetship positions.
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Centrelink Call Centre Indigenous Apprenticeship Program
This program provides training and employment opportunities through entry level
programs, to increase the number of Indigenous employees in the Centrelink Call
network. In 2008–09, 30 Indigenous apprentices were employed in five Call Centres.

Alumni Program
The Alumni Program offers former and retired employees of Centrelink the opportunity
to keep in touch with Centrelink and short-term employment opportunities. The program
gives Centrelink the capacity to draw on the skills and knowledge of former employees
and to extend the resource capability available to Centrelink. The program also provides
employees and managers with people for the temporary filling of skilled positions,
especially when Centrelink is responding to particular initiatives or emergencies.
The Centrelink Alumni Program builds a community of interested former employees to
assist Centrelink achieve its goals and strengthen links to the wider community. As at
30 June 2009, 1847 former Centrelink employees had registered with the program.

Focus on youth
National Graduate Program
In 2008–09 Centrelink recruited 98 graduates. This included 58 graduates recruited
to Business Analyst, Technical Programmer and Infrastructure positions. The other 40
graduates worked across National Support Office and the Centrelink Area network in
the areas of communication, finance, law, human resources, psychology and generalist
positions.
Duke of Edinburgh Awards Program
Centrelink continues to support young employees aged 25 years and under, to
participate in the Duke of Edinburgh Awards Program. Centrelink became the first
organisation to gain a national operating license in early 2007 and currently has
approximately 50 Bronze, Silver and Gold program participants in total.
In 2008–09, the range of award activities that Centrelink participants undertook
included:
• assisting with the St Vincent de Paul night patrol van delivering food to
homeless people
• completing a Drought Bus placement throughout western New South Wales
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• undertaking language studies.
Centrelink Apprenticeship Program
Centrelink continues to employ apprentices around the country in either a full-time or
school-based capacity. After the success of the 2007–08 pilot program, in 2008–09
Centrelink introduced Customer Service Apprentices, who work in Customer Service
Centres when they finish their apprenticeships. Centrelink is also participating
in the two year whole-of-government Information and Communication Technology
Apprenticeship Program in Canberra and Adelaide, with 20 apprentices placed in
various IT roles.
Positive Attendance Project
In 2008–09 Centrelink maintained its focus on improving employee availability, with
significant improvements in the Area network and good results maintained in the Call
network. Peaking at 15.88 days absence per full-time equivalent employee (FTE) in
2003–04, the 2008–09 result was 13.6 days per FTE, which is slightly higher than the
result of 13.5 days per FTE in 2007–08. The Positive Attendance project commenced
work with new program lines to target emerging risks and build on previous success.
This work is monitored by a reference group.

Create a rewarding, safe and healthy work environment
The Centrelink workers’ compensation premium is 1.71 per cent for 2009–10, which
is a reduction from the revised premium rate of 2.14 per cent for 2008–09. Centrelink
health and safety programs aim to identify, adopt and develop best practice in health
and safety management to reduce the social and financial cost of occupational injury
and illness. Centrelink implemented new health and safety management arrangements
in 2008–09, which were developed in consultation with employees, employee
representatives and unions.
Centrelink’s long-term injury trend shows a reduction in the number of workers’
compensation claims and, in particular, the number of body stressing (musculoskeletal)
injuries. Centrelink claim frequency remains well below the targets set by the Centrelink
Health and Safety Plan 2004–2012.

Centrelink annual report 2008–09

Chapter 6: Building capability for government

• completing a Northern Territory placement as part of the emergency response
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Performance
Centrelink health and safety activities in 2008–09 included:
• establishing a new national health and safety committee, which has identified four
national priorities, including body stress injury, psychological health, fieldwork and
customer aggression
• implementing a national body stress injury prevention program and a psychological
injury risk management program
• improving occupational health and safety policy and practice, including incorporation
of health and safety in procurement procedures, implementing contractor safety
management procedures, and publishing a range of policies and safety guidelines
• improving health and safety training and development standards and products.
For information required under the Occupational Health and Safety Act 1991, see
Appendix 14 Occupational Health and Safety Act 1991 reporting.

Workplace security
In 2008–09, Centrelink continued to develop and implement strategies to reduce the
risk of customer aggression. Activities undertaken included:
• improving physical security standards
• improving the design of Customer Service Centres
• maintaining a consistent standard of customer aggression training for all employees
involved in face-to-face customer service, as well as trialling additional training and
workshop products
• engaging Network Security Advisers as the primary point of contact, support and
advice for network employees.

Centrelink People Survey
Conducted in February 2009, the Centrelink People Survey showed sustained levels
of employee job satisfaction and access to training; an increase in respondents who
consider that their team leader/supervisor had undertaken constructive action from
past employee polls; and confidence from employees that their safety and security
was protected.
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• gather employee feedback about workplace issues such as communication,
leadership, training, ethics and performance management
• gain insight into the issues that affect employee motivation and engagement
• develop targeted actions to improve employee workplace environments.
Sixty-six per cent of Centrelink employees participated in the survey. The results
show that employees were highly committed, understood Centrelink’s purpose, and
experienced open and motivating interactions with their supervisors.
Despite the challenges Centrelink has faced in the past year, most areas of the survey
reflect the strong 2007 results. In summary, the 2009 survey results showed that:
• 98 per cent of respondents understand Centrelink’s purpose
• job satisfaction has declined from 77 per cent in 2007 to 74 per cent in 2009, but
remains above the long-term trend result of 70 per cent
• 67 per cent of respondents reported that they had received appropriate training to do
their job effectively. Although this is a decrease of 1 per cent from the 2007 survey,
this sustains the considerable performance improvement since the 2006 survey
• 47 per cent of respondents consider that their team leader/supervisor has
undertaken constructive action since past employee polls—an increase of 2 per cent
• the percentage of employees experiencing bullying and harassment is slightly down
from 21 per cent in 2007 to just under 20 per cent in 2009.
Presentation sessions on the People Survey were conducted throughout Centrelink
during 2008–09 to de-brief employees on the survey results and to promote action
planning, including planning at the local level. A toolkit was developed to assist
managers to deliver the survey results to their people.
National focus areas from the survey relate to creating a positive workplace
climate including:
• promoting a culture of respect and inclusion
• improving workload management
• making flexible work practice available to more employees
• improving training, real-time technical support and reference materials.
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Centrelink carried out the People Survey to:
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External awards
Project Management Achievement Awards
The Centrelink IT Refresh Program won a National Information Technology Award at the
Annual Project Management Achievement Awards held on 14 October 2008. Sponsored
by the Australian Institute of Project Management, the awards recognise excellence in
all aspects of project management across Australia.
IT Refresh has been a successful five-year, $312 million investment in Centrelink’s
IT system which concluded on 30 June 2008. IT Refresh modernised Centrelink
technology, reducing the risk of service compromise due to ageing systems. It created
a platform for future enhancements, including the introduction of versatile new ways of
providing online self service access for customers and other stakeholders.
The National Information Technology Award followed success for Centrelink’s IT Refresh
Program at the Institute of Project Management’s Australian Capital Territory Chapter
Project Management Awards. In 2008, the chapter recognised Elaine Ninham—
who was the National Manager, Refresh Planning—with a Program/Project Director
Individual Achievement Award for her role in leading and coordinating IT Refresh
across Centrelink. An Information Technology Project Award also went to IT Refresh,
recognising the complex and ambitious technical nature of the project and, specifically,
Centrelink’s strong project management discipline.
Public Service Medal
In 2009, Maria Axarlis-Coulter, Manager Multicultural Services, Centrelink Area
North Central Victoria was awarded a Public Service Medal ‘for outstanding public
service in assisting the effective transition of migrants and refugees into the
Australian community’.
Customer Service Council, Service Excellence Award 2008
Centrelink’s Area West Australia Rural Services Team won the Customer Service
Council of Western Australia Service Excellence Award 2008 in the ‘Branch/Division’
category. Rural Services Teams take Centrelink services out to farmers and farming
communities throughout the state.
ACT Public Service Commissioner for Public Administration Awards
On 18 February 2009, the ACT Commissioner for Public Administration awarded a silver
medal for Excellence in Service Delivery to a joint Housing ACT and Centrelink initiative
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Australian Teleservices Association Awards
As the peak industry body for the Australian call centre industry, each year the Australian
Teleservices Association celebrates achievements in public and private call centres
across the country. In 2008, several Centrelink Call Centres and employees had their
efforts recognised:
• Northern Territory Call Centre of the Year (less than 50 staff)—Palmerston Call Centre
• Western Australia Call Centre of the Year (more than 120 staff)—Bunbury Call Centre
• Victorian Teleprofessional of the Year—Melissa Thomas from Bendigo Call Centre
• South Australia Call Centre Champion—Caroline McKeown from Adelaide Call Centre
• Western Australia Call Centre Champion—Carol Lemay from Bunbury Call Centre.
Excellence in employing apprentices
In 2008, Port Macquarie Call Centre received a Minister for Education, Employment and
Workplace Relations Award for Excellence for Employers of Australian Apprentices for
the Hunter and North Coast Region in New South Wales.
Northern Territory Chief Minister’s Award for Excellence
In 2008, the Chief Minister’s Award for Excellence in Cross-Government Collaboration
went jointly to the Northern Territory Department of Local Government and Housing’s
Northern Territory Emergency Response Project Team and the Centrelink Indigenous
Response Team for their ‘Aboriginal Interpreter Service and Centrelink’ initiative. This
category recognises outstanding performance and achievements that promote crossgovernment cooperation and partnership initiatives.

Internal awards
Centrelink National Awards
The 2008 Centrelink National Awards were presented at a ceremony on 24 September
2008 on Centrelink’s 11th birthday. Highly Commended and Commended award
categories celebrate outstanding business achievement.
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that assists ACT public housing tenants. This initiative involves co-locating services
and providing information to new and existing tenants about the range of services and
payments available.

Case Study

2008 Ross Divett Memorial Award winner
Named the Ross Divett Memorial Award winner for 2008, Tim Webster from
Centrelink’s Northern Territory Operations Group was very surprised.
‘I didn’t even know about my nomination for the award’, Tim said. ‘But it
was a great honour. And it recognises the important work we are doing in
remote Indigenous communities to deliver Income Management’.
‘My approach might seem a bit strange, but performing magic tricks in
communities certainly gets our customers’ attention. I work from there to
develop the kind of trust needed to help improve the health and wellbeing
of Indigenous families and their children.’
Respected for his honesty, strength and determination, Ross Divett was
the first Deputy Chief Executive Officer of Centrelink. He is remembered
for his strong belief in community strength and public service values. In
2001 Ross died of mesothelioma, an asbestos-related cancer.
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This is the national award for work that exemplifies the legacy that the late Ross Divett,
Deputy Chief Executive Officer, left with the organisation through his ‘plan–do–review–
act’ business strategy.
Centrelink Gold Business Award
In 2008 the Digitisation Project won the Centrelink Gold Business Award. This award
offers the opportunity for Centrelink to recognise and promote the very highest
standard of performance in delivering Centrelink’s business outcome. All Centrelink
employees or groups of employees are eligible to receive a Centrelink Gold Business
Award. The award carries prestige and recognition for Centrelink internationally and
nationally by the Australian Government, the state and territory public sector, and
the community.
Centrelink Australia Day Achievement Awards
The 2009 Centrelink Australia Day Achievement awards were presented to
14 employees and teams. Recipients were presented with a certificate and Australia
Day Achievement medallions from the National Australia Day Council at ceremonies
conducted throughout Centrelink. Recipients were recognised for their achievements in:
• Excellence in Customer Service
• Inspirational Centrelink Employee
• Significant Contribution to the Community.
National Youth Awards
During National Youth Week in April 2009, Centrelink recognised the innovation and
creativity of young Centrelink employees and the way Centrelink serves young people
in the wider community. The work performed by award recipients reflects the variety of
ways that Centrelink provides services to meet the needs of local communities and the
specific circumstances of individuals.
National Youth Awards cover three categories:
• Excellence in the Call Centre Environment
• Excellence in Youth Servicing and Commitment
• Lesley Tannahill Youthlink Award.
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Ross Divett Memorial Award
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Chief Executive Officer’s Service Recognition Award
The Chief Executive Officer Service Awards recognise length of service by Centrelink
employees in the APS. Employees received Chief Executive Officer Service Recognition
Certificates for 10, 20, 25, 30, 35 and 40 plus years of service.

Demonstrate united leadership and teamwork at all levels
Leadership
CEO Leadership Dialogue series
The CEO Leadership Dialogues continued during 2008–09, with dialogues involving
representative groups of employees—APS4 through to EL2—from around Australia
engaging directly with the Chief Executive Officer and other Executive members to
discuss important issues in small syndicate groups.
The dialogues filter through from participants to local level employees via a
‘storyboard’. The storyboard highlights the discussion themes and messages from the
day. This helps participants to share with their colleagues their experiences and what
they learned.
In 2008–09, 11 CEO Leadership Dialogue Series events were held in Sydney (two events),
Canberra (two events), Coffs Harbour, Adelaide, Darwin, Perth, Brisbane, Melbourne and
Cairns. Between 50 and 120 Centrelink employees participated in each event.
The dialogue series has led to better consultation between National Support Office and
the network, as well as better communication among leaders at all levels. Participant
feedback has been extremely positive with 97 per cent of participants indicating they
would recommend attending a future Leadership Dialogue to their colleagues.
Leadership strategy
During the year, a new Centrelink Leadership Strategy began to guide future
leadership development programs and communication tools for leaders. Authentic,
united leadership is a strong focus of the new Strategic People Plan as it continues
the dialogue with leaders at all levels to reflect on their own leadership journey and
to develop their leadership skills. Features of the Leadership Strategy in 2008–09
included the Leadership Arena series and a presentation by Professor Rob Goffee from
the London School of Business to 230 Centrelink leaders in March 2009.
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In 2008–09 Centrelink delivered nationally coordinated leadership development
programs targeting current and up-and-coming leaders. Table 24 shows participation in
the leadership development programs for 2007–08 and 2008–09.
Table 24: National leadership development program participation for 2007–08
to 2008–09
Classification

2007–08 participants

2008–09 participants

32

6

Executive Level 2

191

121

Executive Level 1

238

162

Centrelink Band 3 (APS 5 and 6)

150

225

Total

611

514

Senior Executive Service

Depending on the program, participants may have experienced:
• a 360 degree capability appraisal and feedback process
• an Integrated Leadership System self-assessment
• internal or external coaching sessions
• an intensive residential or three-day workshop
• structured simulation exercises
• peer partnering and networking
• a Centrelink specific business challenge, with results reported to the Chief Executive
Officer and selected Senior Executive Service employees.
The Centrelink Leadership Arena also provided Centrelink employees with scheduled
opportunities to discuss current and emerging topics with Centrelink leaders and
external speakers. Distribution of DVD recordings ensures a wide audience is kept
up to date.
The Toastmasters International chapter within the Centrelink National Support Office
continued to help employees improve their interpersonal communication skills.
Australia and New Zealand School of Government
In 2008–09, Centrelink continued to support the Australia and New Zealand School
of Government by sponsoring four places on the Executive Masters of Public
Administration Program and two places on the Executive Fellows Program. To date,
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29 Centrelink managers have studied under the Executive Masters Program and
ten members of the Senior Executive Service have participated in the Executive
Fellows Program.
Australian Rural Leadership Foundation
The Australian Rural Leadership Foundation’s annual Australian Rural Leadership
Program identifies, develops and supports highly effective leaders in rural and regional
Australia. Centrelink recognises the challenges facing leaders in rural and regional
areas and provides an annual scholarship to an employee.

Employee training
Ethics and Code of Conduct
Centrelink is committed to supporting employees to meet their obligations to adhere
to APS Values and comply with the Code of Conduct. Throughout the year, the Ethical
Conduct Subcommittee continued to support the People Committee to help create an
ongoing ethical culture in Centrelink. On commencement with Centrelink, all employees
are provided with the Ethics Resources Kit which contains a copy of the Ethics
Framework and Ethics and Conduct Handbook.
Outbound Program
The Outbound Program was set up initially to give employees from Centrelink National
Support Office exposure to the pressures that affect network employees and the
customers they serve. However, it also allows the opportunity for exchange of ideas
and information between different areas of Centrelink.
All Centrelink Senior Executive Service employees are now expected to make at least
one Outbound visit each year. The visits give them the chance to see first-hand how
services are delivered. Centrelink Customer Service Centre and Call Centre employees
also benefit by learning more about the strategic directions of the organisation. All
participants in the Centrelink National Graduate Program are also expected to make an
Outbound visit.
The Outbound Program is also open to employees from the policy departments on
whose behalf Centrelink delivers services. These visits mean policy officers can
see how services are delivered at the front line and this helps them make informed
decisions when developing new policies and programs.
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In 2008–09 there were 323 participants in the Outbound Program, compared to 344 in
2007–08.

Centrelink College
Diploma of Government and Diploma of Government (Management)
The Single Unit Enrolment program gives Centrelink employees access to the Diploma
of Government and Diploma of Government (Management). Using an online strategy,
employees access the centrally delivered qualifications from their desktop.
The added flexibility of enrolling in individual units provides scope for employees to
manage their workload and their learning program. Rather than follow a pre-scheduled
course, participants are free to choose the number and order of units undertaken.
This self-management helps avoid issues with planned leave, high demand periods and
other business requirements.
This national training program provides a pathway for Team Leaders, Specialists and
other Centrelink Band 3 employees to further develop their knowledge and skills while
working towards a nationally recognised qualification. Participants can select from
a range of units including Performance management, Queue and service delivery
management, Facilitate change, Build leadership skills, Develop and use emotional
intelligence, and Manage and improve client services.
Diploma of Government (Human Resources)
The Diploma of Government (Human Resources) is a specialist qualification which
covers the competencies required for independent and self-directed work in human
resources in the public sector. The initial intake for this qualification has focused on
employees in human resource teams in positions such as human resource advisers,
and occupational health and safety coordinators and case managers.
Participants in this distance-based program access a range of learning products
including DVDs, voice on demand, study guides, scenario activities and industry text,
CentreNet/internet resources, work based tasks and projects, WIKI discussions
and teletutorials. The qualification comprises 11 units including Administer human
resource processes, Implement staffing policies, and Manage rehabilitation or return
to work programs.
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Enable Centrelink’s information technology services
and capability
Delivering information and communication technology services
During the year, Centrelink continued to provide and support Information and
Communication Technology (ICT) services to meet Centrelink needs and those of other
agencies and departments.
In 2008–09, Centrelink IT development work grew significantly to deliver the change
program for government. Some of the changes undertaken included:
• Welfare Payment Reform—providing income management and education
program systems
• Employment Services Model—reform of supporting systems for
Employment Services
• Department of Immigration and Citizenship—automated technology link between
Centrelink and the Department of Immigration and Citizenship
• same-sex couples—removing differential treatment in IT systems
• Baby Bonus—increased Baby Bonus payment and changed payment method from
lump sum to fortnightly payments
• Child Care Tax Rebate—increased rebate from 30 per cent to 50 per cent,
remove the minimum rate for Child Care Benefit, and remove the minimum rate
percentage threshold
• Centrelink staff identification card—to comply with the whole of government Identity
Management for Australian Government Employees initiative and strengthen security,
Centrelink continued work on introducing a new staff identification card. To enable
this implementation a major upgrade to the Centrelink desktop security environment
was undertaken to prepare for the rollout of the new card.
Centrelink ICT services were also called on to help deliver Economic Security Strategy
payments, Household Stimulus Package payments, and payments for 19 emergencies/
disasters. These included the Queensland and New South Wales floods, the Victorian
bushfires, and the Mumbai crisis.
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Direct payments totalling $50 billion made into customer
bank accounts via Reserve Bank of Australia

200 million

Annual transactions

Over 6 billion

Customers registered for self service (online and telephone)

2.5 million

Mainframe disk capacity

550+ terabytes

ISIS mainframe system

At peak capacity, processes 16 918 MIPS
(millions of instructions per second)

Sun and INTEL Servers

Over 400

SAN attached storage capacity

2 petabytes

Data Centres connected by ICON

2

Delivering information technology services for other Australian
Government bodies
In 2008–09 Centrelink provided ICT services and support for CRS Australia and the
Department of Human Services. (For more information see Facilitating information and
communication technology services and Delivering information technology services to
CRS Australia in Chapter 7 Demonstrating value for money).
Under a memorandum of understanding with the Department of Finance and
Deregulation, Centrelink has provided a single sign-on service to the Australian
Government Online Service Point Program and assisted with integration of agencies into
the whole-of-government authentication hub.

Maintaining a reliable ICT technology capacity
During 2008–09 Centrelink continued to enhance ICT technology capacity by:
• renegotiating IT contracts to increase mainframe capacity to cater for changing
demographics and the global financial crisis
• meeting Centrelink’s expanding data centre requirements by providing short-term
overflow facilities pending a longer-term solution for government
• completing Desktop Refresh
• increasing Centrelink’s phone Interactive Voice Recognition (IVR) by moving
customers to automatic declaration of earnings by IVR
• enhancing Centrelink’s mid-range environment, aimed at producing a greener and
more supportable environment
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Table 25: Information technology at a glance
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• using server virtualisation to help consolidate application workload running on
servers and reduce the physical number of servers.

Planning for the future—IT workforce capability
During the year, Centrelink focused on building its IT workforce capability. This included
developing a classification structure of ICT job roles that align with the Australian
New Zealand Standard Classification of Occupations code. The new classification
structure is designed to help identify gaps in critical roles, to assist with workload
management, provide greater transparency in project costing, and support targeted
skills development. The new structure will contribute to a targeted three-year Strategic
Workforce Plan.

Improving ICT services
In 2008–09 Centrelink undertook several initiatives to improve ICT services. Following
are examples of these.
Digitisation Program—This program allows employees to receive and retrieve digital
images of documents that may have been scanned anywhere in Australia. Employees
then use these images to process a particular action on a customer record without the
need for a hard copy of the original document. ICT components developed to support
this initiative included introducing:
• scanning capability
• a national work queue
• streamlined forms processing, for example, Family Assistance Office online
• service messaging, discovery and orchestration capability.
Productivity Initiatives Program—This program started in early 2009 to introduce a
range of productivity initiatives in all Centrelink Customer Service and Call Centres. The
program is designed to support employees dealing with increased customer demand from
an ageing population and the global financial crisis. The initiative uses technology to:
• reduce photocopying
• streamline forms processing
• have more customers report income via Interactive Voice Recognition.
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Data Warehouse—In 2008–09, Centrelink improved its management information
capability and built on its investment in the Enterprise Data Warehouse. The warehouse
now contains broader customer demographics, more payment data, increased programspecific data, and better access to and consistency of information via the single data
holdings. A second stage to build the foundation of information within the Enterprise
Data Warehouse is under way, to assist in developing future business intelligence and
analytic capabilities.
Speaker verification
During the year, Centrelink started to implement speaker verification. Speaker
verification technology uses the unique characteristics of a person’s voice to
authenticate them for self service via Centrelink Call Centres providing:
• greater convenience over the current User Ids and PINs
• improved security and privacy, by ensuring that the person calling is the right person.

Gershon Review
Centrelink commenced implementing initiatives designed to align the IT Group with the
Gershon Review recommendations included in its report to the Government, Releasing
resources for the frontline: Independent Review of Public Sector Efficiency. Initiatives
included creating an IT Reform Office, which will drive the structural and process changes.

Protocol for Light weight Authentication of ID
Developed and released for public use by Centrelink, the Protocol for Light weight
Authentication of ID is an innovative smartcard authentication protocol. It is
cryptographically stronger, faster and more private for contactless applications
than most or all equivalent protocols currently available, either commercially or via
existing standards.
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Remote area connectivity—Connectivity has always been a problem in remote
communities. In some cases, connectivity is limited to public telephones. Since
November 2008, Centrelink has been trialling portable satellite communication devices.
The specific brand in use is BGAN (Broadband Global Area Network), although there are
other similar products on the market. These portable satellite communication devices
are providing connectivity in areas where it was once impossible to properly meet the
needs of remote customers. These simple devices help to avoid double handling of
work, satellite phone costs and inefficient service.
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Chapter 7

demonstrating
value for money
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Centrelink meets the challenge of ‘demonstrating value for money’ by
ensuring Centrelink is accountable for the efficient use of resources
and ensuring the best product or service at the best price.
Tracking performance
Centrelink tracks its performance against this strategic theme by measuring
whether Centrelink continues to build confidence in service delivery costs, resource
management and business processes. On a monthly basis, Centrelink reports:
• revenue within budget
• expenditure within budget
• net operating result within budgeted gross revenue.

Main results
Table 26: Centrelink targets and results for 2008–09—Demonstrating value for money
Target %

Result %

• revenue within budget

+/–5

1.75

• expenditure within budget

+/–5

0.04

+1

1.68

Continue to build confidence in service delivery costs, resource
management and business processes:

• net operating result within budgeted gross revenue

Performance highlights
• reported an operating surplus of $48.3 million. This equates to 1.68 per cent of total
revenue of $2.9 billion
• maintained a positive cash position during the year, with a closing balance of
$365 million
• increased rendering of services revenue from $2.05 billion in 2007–08 to
$2.26 billion in 2008–09. This is an increase of 10.4 per cent and was mainly
due to an increase in Budget measures workload.
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Centrelink’s operating surplus is largely due to lower staffing levels than required
on entry into 2008–09. Staffing levels were reduced across 2007–08 to limit the
operating loss for that year and due to the delay in the finalisation of the Centrelink
Collective Agreement.

Operating result
Centrelink reported an operating surplus of $48.3 million for 2008–09. This equates
to 1.68 per cent of total income of $2.9 billion.
Table 27: Centrelink’s operating result—2008–09
2007–08
$’000

2008–09
$’000

Income

2 658 633

2 872 577

Expenses

2 686 163

2 824 242

(27 530)

48 335

Operating result

Revenue
Centrelink’s revenue is primarily derived from the policy departments with whom
Centrelink has Business Partnership Agreements. Centrelink provides services on
behalf of 27 entities.
Revenue reductions in 2008–09 included:
• $40 million returned to government under the Centrelink Funding Model for reduced
customer workloads
• $26.8 million for unearned revenue relating to Budget measures for work that will be
completed in 2009–10.
Significant additions to revenue in 2008–09 included:
• 2008–09 revenue from the 2009–10 Budget including Closing the Gap, Income
Management ($34.6 million), Nation Building and Jobs Plan ($19.2 million), Victorian
Bushfires Assistance ($16.1 million), Secure and Sustainable Pensions ($6.3 million)
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resource management and business processes
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• 2008–09 Additional Estimates ($29 million), including Economic Security Strategy
measures ($16.1 million)
• 2008–09 Budget measures ($329 million), including Call Centre Supplementation
($59 million), Closing the Gap, Income Management ($57 million), Fraud and
Compliance measures ($35 million), Employment Services ($30 million)
• $12.9 million for the reconciliation of 2007–08 Northern Territory Emergency
Response revenue to expenses under no win/no loss provisions.
Table 28: Revenue to Centrelink for goods and services—2008–09
Source of revenue1

$’000

Department of Families, Housing, Community Services and Indigenous Affairs

1 082 630

Department of Education, Employment and Workplace Relations

1 013 977

Department of Human Services

83 194

Department of Agriculture, Fisheries and Forestry

23 691

Department of Health and Ageing

14 110

Other departments

27 136

External entities

14 931

Total revenue for services

2 259 669

1 Excludes gains from sale of assets ($5000), resources received free of charge ($2.7 million) and direct appropriations
received from government ($610.2 million).

Table 29: Summary of resources—2008–09
Budget1
2008–09
$’000

Actual
2008–09
$’000

Budget2
2009–10
$’000

Price of output
Output: Efficient delivery of Australian Government services to eligible customers
610 222

610 222

2 861 1433

Revenue from other sources

2 249 186

2 259 669

110 0823

Total price of outcome

2 859 408

2 869 891

2 971 225

Total revenue for outcome (total
price of output)

2 859 408

2 869 891

2 971 225

Equity injection

3 642

3 642

8 194

Total capital for agency

3 642

0

8 194

Staffing years (number)

24 450

24 490

25 400

Revenue from government
(Appropriation) for departmental
output

1 Portfolio Budget Statements 2009–10—estimated actual result for 2008–09.
2 Portfolio Budget Statements 2009–10—budget for 2009–10.
3 The significant reduction in revenue from other sources, including policy departments, corresponds with the increase in
revenue from government, reflecting the new direct appropriation arrangements.
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In 2008–09 employee benefit expenses were $1.8 billion, which is a marginal increase
of 3 per cent compared to 2007–08 expenses. The increase is the net result of two
main factors:
• significantly lower staffing levels compared to 2007–08 levels across the period
July 2008 to February 2009
• a 4.5 per cent salary increase applied from mid-April 2009.
Supplier expenses increased by 8 per cent from 2007–08 levels to $879 million.
The main factors for this include:
• an increase in professional services provided by contractors, including labour
hire workers in the service delivery network, and consultants due to increases in
workload from Budget measures and rising unemployment
• an increase in communication and postage costs related to Budget measures,
including the Australian Government Economic Security Strategy and Household
Stimulus Package measures
• increases to information technology expenses for mainframe, software and hardware
maintenance and data communications.
Depreciation expenses increased by $25 million, or 18 per cent, compared to 2007–08
levels, primarily due to substantial work completed for property leasehold improvements.

Balance sheet and cash flow
Centrelink’s financial position is strong and has improved since 2007–08. The value of
total assets exceeded total liabilities by $308 million. Cash available at the end of the
financial year, including cash held at the Official Public Account was $365 million.

Purchasing activity and contract management
In 2008–09, Centrelink continued to carry out its procurement activities in accordance
with the Commonwealth Procurement Guidelines (December 2008). Centrelink’s
Chief Executive’s Instructions and related policy and procedural publications support
the guidelines and are reviewed regularly for consistency with the Commonwealth
Procurement Framework.
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Centrelink also continued to work closely with the Department of Human Services
and portfolio agencies to achieve cooperative procurement and contracting outcomes.
Clustering (approaching the market together) or ‘piggybacking’ (joining another agency’s
contractual arrangement) has led to reduced tendering costs and savings through
economies of scale.
Formal interagency consultation processes operate at the beginning of all new major
tender exercises and several collaborative tenders were undertaken in 2008–09.
For examples of collaborative arrangements see Working together in the Human
Services portfolio in Chapter 5, Developing a networked organisation.

Consultancy services
Centrelink complies with the information published in the Department of Finance and
Deregulation’s Financial Management Guidance No. 15: Guidance on Procurement
Publishing Obligations (July 2007), to distinguish between consultancy and nonconsultancy contracts for annual reporting purposes.
In 2008–09, 25 new consultancy contracts were entered into, involving total actual
expenditure of $853 383.36. In addition, four ongoing consultancy contracts were
active, involving total actual expenditure of $436 328.39.
Appendix 17 Consultancy contracts let during 2008–09 valued at $10 000 or greater
(including Goods and Service Tax) shows all new consultancy contracts let by Centrelink
during 2008–09 with a value of $10 000 or more.
Table 30 shows total expenditure on consultancy contracts for the current and previous
two financial years.
Table 30: Expenditure on consultancy services—2006–07 to 2008–09
Financial year

Total consultancy services expenditure ($)

2006–07

3 216 253

2007–08

1 049 150

2008–09

1 289 712
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Details of Centrelink’s open approaches to the market are publicly available through the
Australian Government’s procurement information system, AusTender.
Information on contracts let, when the value is $10 000 or greater, including
consultancies, is also available on the AusTender website www.tenders.gov.au
All of Centrelink’s contract templates include standard clauses providing the AuditorGeneral with appropriate access to a contractor’s premises.
Exempt contracts
During the year, Centrelink had no contracts or standing offers that were exempted
from publication on the Government’s procurement information system.
Grant programs
In 2008–09, Centrelink did not administer any Centrelink grant programs. However,
Centrelink delivers discretionary grants on behalf of policy departments—for grants
under the Small Block Irrigator Exit Grant Package see Chapter 4 Strengthening our
focus in line with government direction, and for grants under the LPG Vehicle Scheme
see Chapter 5 Developing a networked organisation.
Assets management
Centrelink has fixed assets mainly consisting of office fit-out (leasehold improvement)
and computing equipment. Centrelink reviews its Leasehold Improvement Plan and IT
Capital Plan annually.
Property management
Centrelink maintains a leased portfolio of 441 sites occupying 585 024 m2. The
property portfolio comprises 316 Centrelink Customer Service Centres, 25 Call
Centres, 35 other customer service sites, 41 sites housing National and Area Support
Offices and 24 storage and other sites. This compares to 443 sites occupying
565 050m2, comprising 316 Customer Service Centres, 25 Call Centres, 37 National
and Area Support Office sites and 21 storage and other sites in 2007–08.
Following an open market tender process, in April 2009 Centrelink’s incumbent
provider, Jones Lang LaSalle was awarded a new property services contract. With
Centrelink as the lead agency, the new contract also includes the Department of
Human Services, the Child Support Program and Medicare Australia.
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In 2008–09 office lease and associated costs for the portfolio were $232.6 million,
compared to $230.6 million in 2007–08.
Management of the property portfolio focused on providing accommodation to meet the
needs of a constantly changing service delivery environment. This requires offices to be
well located, within reach of customers, and with a good quality internal environment
from which to deliver government services.
During 2008–09, two new Customer Service Centres were opened in Deception Bay,
Queensland and in Woy Woy, New South Wales. To give customers better access to
Centrelink services, 17 Customer Service Centres and one Remote Area Service
Centre were relocated. Two Call Centres were also relocated to larger and purpose built
accommodation. In an ongoing program to improve customer and staff amenity and
enhance the image and presentation of Centrelink’s service delivery network,
42 Centrelink Customer Service Centres were refurbished to current standards.
Two Call Centres were also refurbished to current standards. In total, $72 million
was spent on capital improvements to Centrelink sites, compared to $80 million
in 2007–08.
Centrelink also owns 26 staff houses in remote locations where a suitable rental
market does not exist. Some of these are transportable homes.

Working together in the Human Services’ portfolio
In 2008–09, Centrelink continued to work closely with the Department of Human
Services and its agencies to deliver combined services and harness joint opportunities.
For example, following the Victorian bushfires staff from Centrelink, Medicare Australia
and CRS Australia provided coordinated case management and other support services.
Centrelink is also working with other Human Services portfolio agencies to ensure
appropriate plans are in place to respond to the spread of H1N1 Influenza for both our
customers and employees.
Centrelink and Medicare Australia work together to deliver services for example,
through the Family Assistance Office and in Mobile Offices (including the Drought Bus).
Under a memorandum of understanding signed in January 2009, Centrelink works
collaboratively with Australian Hearing to deliver responsive, high quality and
streamlined services, to help identify and support Australians with hearing loss.
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Facilitating information and communication technology services
In February 2009, the Minister for Human Services issued a direction to the Chief
Executive Officer of Centrelink under subsection 9(1) of the Commonwealth Services
Delivery Agency Act 1997.
The direction was that to facilitate the efficient coordination, planning, procurement
and delivery of Information and Communication Technology (ICT) services within the
Human Services portfolio, Centrelink should progressively offer to provide to Medicare
Australia and the Department of Human Services all significant ICT services those
agencies require, taking account where applicable, of whole-of-government coordinated
procurements led by the Australian Government Information Management Office.
The Minister also directed that Centrelink should as quickly as practicable, investigate
and inform through the Department of Human Services, the costs and risk issues
associated with Centrelink moving to provide the services. The timing of the possible
transition from current arrangements to the provision of services by Centrelink should
take account of Medicare Australia’s and the Department of Human Services’ existing
contractual arrangements, the costs and risks associated with transition, and general
government ICT policies.
Delivering information technology services to CRS Australia
Since March 2006, Centrelink has delivered information technology services and
support to CRS Australia operations. This arrangement leads to efficiencies by
pooling information technology expertise and capabilities across agencies within the
Department of Human Services portfolio.
Procurement initiatives
In 2008–09, Centrelink continued to work with the Department of Human Services
and its portfolio agencies in joint purchasing arrangements for procurements worth
$1 million or more. This creates administrative savings and assists the portfolio to
achieve greater buying power and better value for money.
During the year, Centrelink led procurement activities, including tenders for the following
approaches to the market:
Centrelink annual report 2008–09

Chapter 7: Demonstrating value for money

Centrelink provides interpreting services for Health Services Australia, an Australian
Government business, with the Minister for Human Services as one of two
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• cut sheet paper
• envelopes and bulk mail distribution
• design, print, mailhouse and distribution services
• information technology research and advisory services
• salary packaging services
• property management services.
Centrelink also joined the Department of Human Services procurement arrangement for
the supply of workstations, loose furniture and ergonomic chairs.
Performance
A saving of $227 530 was achieved by Centrelink joining these Department of Human
Services procurements.

Customer compensation
During the year, Centrelink received 2722 claims for customer compensation under
legal liability and the Compensation for Detriment Caused by Defective Administration
(CDDA) scheme, which is a similar figure to the 2804 claims received in 2007–08.
Additionally, in 2008–09 Centrelink made a further 641 own motion payments under
the CDDA scheme. Centrelink aims to process claims within 90 days. In 2008–09,
57 per cent of claims were completed within 90 days, compared to 68 per cent
completed within 90 days in 2007–08.
Centrelink continued to advise the Department of Finance and Deregulation in relation
to Act of Grace claims. In 2008–09, 92 Act of Grace claims were received, and the
department approved 36 claims. This compares to 179 claims received and 116
approved claims in 2007–08. The most common Act of Grace payments were in lieu of
Baby Bonus/Maternity Payment.

Promoting effective environmental management
Centrelink maintained a strong commitment to its environmental management policies
and programs. Centrelink’s existing environmental management strategies—including
programs on paper, water, energy, waste, travel and sustainable office design—
produced strong performance outcomes. As a large consumer of resources, materials
and energy, Centrelink’s practices also set an example to the community of good
environmental stewardship and social responsibility. (For more information about
Centrelink’s environmental management performance see Appendix 18 Ecologically
sustainable development and environmental reporting.)

Case Study

Saving energy in Centrelink Customer
Service Centres
In the biggest energy conservation project ever undertaken by an
Australian Government agency, this year Centrelink finished an extensive
program of upgrades in 295 Customer Service Centres to reduce light and
power use.
While most sites achieved an energy saving of over 14 per cent, some
experienced a drop of over 40 per cent. Representing a yearly reduction of
10 000 tonnes of greenhouse gas emissions, the program also led to better
quality lighting.
Centrelink’s Port Pirie ‘Environment Champion’ Kerrie says: ‘This is one
of the best things that’s happened in our workplace. Before the upgrade,
we had to get electricians in three or four times a week to replace blown
or flickering fluoros. Since we had all the fittings and globes replaced, we
haven’t once had to call an electrician’.
‘It’s a win–win result for us and the environment—we have better lighting,
we are spending a lot less on maintenance, and we are saving energy at
the same time.’
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COMMONWEALTH SERVICES DELIVERY AGENCY
INCOME STATEMENT
for the period ended 30 June 2009
Notes

2009
$’000

2008
$’000

INCOME
Revenue
Revenue from Government
Sale of goods and rendering of services
Total revenue
Gains
Sale of assets
Other gains
Total gains
Total Income

3A
3B

610 222
2 259 669
2 869 891

608 799
2 046 608
2 655 407

3C
3D

5
2 681
2 686
2 872 577

534
2 692
3 226
2 658 633

4A
4B
4C
4D

1 774 663
878 983
165 066
5 530
2 824 242

1 722 726
808 926
140 222
14 289
2 686 163

EXPENSES
Employee benefits
Suppliers
Depreciation and amortisation
Write-down and impairment of assets
Total Expenses
Surplus (Deficit)

The above statement should be read in conjunction with the accompanying notes.

48 335

( 27 530)
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as at 30 June 2009
Notes

2009
$’000

2008
$’000

ASSETS
Financial Assets
Cash and cash equivalents
Trade and other receivables
Total financial assets

14 604
450 213
464 817

29 972
315 959
345 931

221 169
87 122
233 796
51 470
593 557
1 058 374

206 740
110 513
236 065
47 782
601 100
947 031

7A
7B

65 691
161 046
226 737

57 369
142 462
199 831

8A
8B

504 163
19 436
523 599
750 336

456 367
19 044
475 411
675 242

308 038

271 789

Parent Entity Interest
Contributed equity
Reserves
Retained surplus (accumulated deficit)
Total Equity

292 960
24 389
(9 311)
308 038

301 041
28 394
(57 646)
271 789

Current Assets
Non-Current Assets
Current Liabilities
Non-Current Liabilities

513 526
544 848
623 146
127 190

393 448
553 583
568 584
106 658

Non-Financial Assets
Land and buildings
Infrastructure, plant and equipment
Intangibles
Other non-financial assets
Total non-financial assets
Total Assets

5A
5B

6A,D
6B,D
6C,D
6E

LIABILITIES
Payables
Suppliers
Other payables
Total payables
Provisions
Employee provisions
Other provisions
Total provisions
Total Liabilities
Net Assets

EQUITY

The above statement should be read in conjunction with the accompanying notes.
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BALANCE SHEET

Adjustment for the correction of prior years’ employee leave provisions.

The above statement should be read in conjunction with the accompanying notes.

1

Distributions to owners
Return of capital
Contributions by owners
Appropriation (equity injection)
Re Events after the Balance Sheet Date
Sub-total transactions with owners
Closing balance as at 30 June 2009

Transactions with owners

Income and expenses
Revaluation of tangible assets
Sub-total income and expenses recognised directly in equity
Surplus/(Deficit) for the period
Total income and expenses

Opening balance
Balance carried forward from previous period
1
Adjustment to opening balance

as at 30 June 2009

COMMONWEALTH SERVICES DELIVERY AGENCY
STATEMENT OF CHANGES IN EQUITY

( 57 646)

( 9 311)

( 27 530)
( 27 530)

( 301)
( 29 815)
( 30 116)

-

48 335
48 335

( 57 646)
( 57 646)

Retained Earnings
2008
2009
$’000
$’000

24 389

-

( 4 005)
( 4 005)
( 4 005)

28 394
28 394

28 394

-

4 889
4 889
4 889

23 505
23 505

Asset Revaluation
Reserves
2008
2009
$’000
$’000

3 642
( 8 081)
292 960

( 11 723)

-

301 041
301 041

54 175
( 12 715)
41 460
301 041

-

-

259 581
259 581

Contributed
Equity/Capital
2008
2009
$’000
$’000

3 642
( 8 081)
308 038

( 11 723)

( 4 005)
( 4 005)
48 335
44 330

271 789
271 789

54 175
( 12 715)
41 460
271 789

-

4 889
4 889
( 27 530)
( 22 641)

282,785
( 29 815)
252 970

Total Equity
2008
2009
$’000
$’000

» 178 «
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for the period ended 30 June 2009
Notes

2008
$’000

2009
$’000

OPERATING ACTIVITIES
Cash received
Goods and services
Appropriations
Net GST received
1
Cash received from the Official Public Account
Total cash received
Cash used
Employees
Suppliers
1
Cash transferred to the Official Public Account
Total cash used
Net cash from operating activities

9

2 197 450
608 319
80 404
1 876 500
4 762 673

2 082 105
608 799
85 880
1 605 000
4 381 784

1 725 211
943 140
1 936 500
4 604 851
157 822

1 671 112
840 421
1 689 000
4 200 533
181 251

17
17

603
603

INVESTING ACTIVITIES
Cash received
Proceeds from sales of property, plant and equipment
Total cash received
Cash used
Purchase of property, plant and equipment
Purchase of intangibles
Total cash used
Net cash used by investing activities

112 925
52 201
165 126
(165 109)

155 721
59 747
215 468
(214 865)

FINANCING ACTIVITIES
Cash received
Appropriations - contributed equity
Total cash received
Cash used
2
Transferred to OPA
Total cash used
Net cash from (used by) financing activities
Net increase/(decrease) in cash held
Cash and cash equivalents at the beginning of the reporting period
Cash and cash equivalents at the end of the reporting
i
period

5A

3 642
3 642

43 692
43 692

11,723
11,723
(8 081)

43 692

(15 368)
29 972
14 604

10 078
19 894
29 972

1

Represents cash movements between the CSDA’s Special Account and Official Public Account for operating
purposes. This is to maintain the cash balance at a threshold agreed with the Department of Finance and
Deregulation.
2
Moneys returned ($11.723m in appropriation), as a result of the NTER no win/no loss reconciliation for
expenditure incurred in 2007-08.
The above statement should be read in conjunction with the accompanying notes.
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COMMONWEALTH SERVICES DELIVERY AGENCY
SCHEDULE OF COMMITMENTS
as at 30 June 2009
2009
$’000

2008
$’000

( 169 566)
( 169 566)

( 132 876)
( 132 876)

10 105
65 775
75 880

8 505
21 987
30 492

1 628 970
184 972
1 813 942

1 324 279
128 351
1 452 630

1 720 256

1 350 246

( 44 206)
( 83 254)
( 42 106)
( 169 566)

( 33 749)
( 61 290)
( 37 837)
( 132 876)

40 333
31 752
3 795
75 880

24 334
5 658
500
30 492

Operating lease commitment
One year or less
From one to five years
Over five years
Total operating lease commitments

298 885
871 749
458 336
1 628 970

263 968
644 938
415 373
1 324 279

Other commitments
One year or less
From one to five years
Over five years
Total other commitments
Net commitments by maturity

153 082
30 862
1 028
184 972
1 720 256

83 688
40 179
4 484
128 351
1 350 246

BY TYPE
Commitments receivable
GST recoverable on commitments
Total commitments receivable
Capital commitments
Land and buildings 1
Infrastructure, plant and equipment 2
Total capital commitments
Other commitments
Operating leases 3
Other commitments 4
Total other commitments
Net commitments by type
Events after the Balance Sheet Date
BY MATURITY
Commitments receivable
One year or less
From one to five years
Over five years
Total commitments receivable
Commitments payable
Capital commitments
One year or less
From one to five years
Over five years
Total capital commitments

The above schedule should be read in conjunction with the accompanying notes.
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2
3

Primarily contracts for purchases of mainframe and network equipment, software and communication equipment.
Operating leases included are effectively non-cancellable and comprise:
Nature of lease

General description of leasing arrangements

Lease payments are subject to periodic increases in accordance with
upwards movements in the Consumer Price Index, market rates, fixed
increase rates or a combination of the forementioned rates. The initial
periods of office accommodation leases are still current and each may be
renewed for up to five years at the CSDA’s option, following a once-off
adjustment of rentals to current market levels. Includes the Caroline
Chisholm Centre lease with a term of 18 years, which may be renewed for
two further terms of five years each at the CSDA’s option on the same
terms and conditions.
Agreements for the provision of motor vehicles to No contingent rentals exist. There are no renewal purchase options
senior executive officers
available to the CSDA.
Leases of mainframe computer equipment and
Lease payments may vary depending on changes to configuration of
software
mainframe equipment and software. Includes an IBM lease in relation to
computer equipment and software provided by IBM in the supply contract
for four years. The CSDA may vary its original designated requirement
subject to giving three months’ notice, at no penalty. After the initial term,
the contract may be extended on a monthly basis.
Leases for office accommodation

4

Commitments excluded from the above three definitions include IT personnel, building maintenance, publishing and software
support and maintenance.

The above schedule should be read in conjunction with the accompanying notes.
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Note: Commitments were GST inclusive where relevant.
1 Outstanding contractual payments for fitout of leased properties.
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COMMONWEALTH SERVICES DELIVERY AGENCY
SCHEDULE OF CONTINGENCIES
as at 30 June 2009
Contingent Assets

Claims for damages or costs
2009
$’000
36
9
13
0
( 49)
9

Balance from previous period
New
Re-measurement
Assets crystallised
Expired
Total Contingent Assets
Contingent Liabilities

2008
$’000
3 059
27
(1 661)
(1 341)
( 48)
36

Claims for damages or costs

Balance from previous period
New
Re-measurement
Liabilities crystallised
Obligations expired
Total Contingent Liabilities

2009
$’000
738
533
( 138)
( 384)
( 2)
747

2008
$’000
661
703
( 169)
( 413)
( 44)
738

Net Contingent (Liabilities)/Assets

( 738)

( 702)

Details of each class of contingent liabilities and assets, including those not included above because they
cannot be quantified, or are considered remote, are disclosed in Note 10 - Contingent Liabilities and
Assets .
The above schedule should be read in conjunction with the accompanying notes.
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Note 1: Summary of Significant Accounting Policies
1.1

Objectives of the Commonwealth Services Delivery Agency

The Commonwealth Services Delivery Agency (CSDA) is an Australian Government controlled entity.
The objective of the CSDA, which operates as Centrelink, is "Serving Australia by assisting people to
become self-sufficient and supporting those in need".
The CSDA’s outcome is "Self sufficiency for individuals and families through access to personalised
assistance and co-ordinated delivery of payments and services on behalf of Government".
The CSDA’s activities contributing toward these outcomes are classified as either departmental or
administered. Departmental activities involve the use of assets, liabilities, income and expenses
controlled or incurred by the CSDA in its own right. Administered activities involve the management or
oversight by the CSDA, on behalf of the Government, of items controlled or incurred by the Government.
The CSDA’s departmental activities are identified under one Program which is "Service Delivery".
The continued existence of the CSDA in its present form and with its present programs is dependent on
Government policy and on continuing appropriations by Parliament for the CSDA s administration and
programs.
1.2

Basis of Preparation of the Financial Statements

The financial statements and notes are required by section 49 of the Financial Management and
Accountability Act 1997
7 and together form a general purpose financial report.
The financial statements and notes have been prepared in accordance with:
•
•

Finance Minister s Orders (or FMOs) for reporting periods ending on or after 1 July 2008; and
Australian Accounting Standards and Interpretations issued by the Australian Accounting
Standards Board (AASB) that apply for the reporting period.

The financial statements have been prepared on an accrual basis and in accordance with the historical
cost convention, except for certain assets at fair value. Except where stated, no allowance is made for
the effect of changing prices on the results or the financial position.
The financial statements are presented in Australian dollars and values are rounded to the nearest
thousand dollars unless otherwise specified.
Unless an alternative treatment is specifically required by an accounting standard or the FMOs, assets
and liabilities are recognised in the Balance Sheet when and only when it is probable that future
economic benefits will flow to the entity or a future sacrifice of economic benefits will be required and the
amounts of the assets or liabilities can be reliably measured. However, assets and liabilities arising
under agreements equally proportionately unperformed are not recognised unless required by an
accounting standard. Liabilities and assets that are unrecognised are reported in the Schedule of
Commitments and the Schedule of Contingencies.
Unless an alternative treatment is specifically required by an accounting standard, income and
expenses are recognised in the Income Statement when and only when the flow, consumption or loss of
economic benefits has occurred and can be reliably measured.
1.3

Significant Accounting Judgements and Estimates

No accounting assumptions or estimates that have a significant risk of causing a material adjustment to
carrying amounts of assets and liabilities within the next accounting period have been identified, except
for the fair value of land and buildings, infrastructure, plant and equipment as at 30 June 2009, which
have been revalued by an independent valuer (refer to Note 1.16).
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COMMONWEALTH SERVICES DELIVERY AGENCY
Notes to and forming part of the Financial Statements

1.4

Changes in Australian Accounting Standards

Adoption of New Australian Accounting Standard Requirements
No accounting standard has been adopted earlier than the application date as stated in the standard.
The following new standards and amendments to standards are applicable to the current reporting
period:
AASB 2007-9 Amendments to Australian Accounting Standards arising from the Review of AASs 27, 29
and 31 The amendments were issued as a result of the review of AAS 27 Financial Reporting by Local
Governments, AAS 29 Financial Reporting by Government Departments and AAS 31 Financial
Reporting by Governments and largely relocates these industry-based standards to topic-based
standards. Requirements from AASs 27, 29 and 31 are substantively unamended (with some
exceptions).
It is not expected that the relocation of AASs 27, 29 and 31 will have a material financial impact but will
affect the disclosures presented in future financial reports.
New and amended standards and interpretations that have no material impact on the CSDA have not
been disclosed here.
Future Australian Accounting Standard Requirements
The following new standards, amendments to standards and interpretations have been issued by the
Australian Accounting Standards Board, but are effective for future reporting periods. It is estimated that
the impact of adopting these pronouncements when effective will have no material financial impact on
future reporting periods.
•

AASB 101 (Revised), AASB 2007-8 and AASB 2007-10 Presentation of Financial Statements
and consequential amendments to other Australian Accounting Standards
s
Introduces a
statement of comprehensive income. Other revisions include impacts on the presentation of
items in the statement of changes in equity, new presentation requirements for restatements or
reclassifications of items in the financial statements and changes to the titles of the financial
statements.

•

AASB 2008-5 Amendments to Australian Accounting Standards arising from the Annual
Improvements Projectt and AASB 2008-6 Further Amendments to Australian Accounting
Standards arising from the Annual Improvements Projectt The improvements project is an
annual project that provides a mechanism for making non-urgent, but necessary, amendments
to AASBs. This standard affects various AASBs, resulting in minor changes for recognition,
measurement, presentation, and disclosure purposes.

•

AASB 2008-9 Amendments to AASB 1049 for Consistency with AASB 101
Reflects the
revised requirements of AASB 101 and AASB 2007-8 with clarification to apply the
requirements in a Government context.

Other new and amended standards and interpretations that apply to future reporting periods, which have
not been disclosed here, will have no impact on the CSDA.
1.5

Revenue

Revenue from Government
Amounts appropriated for departmental output appropriations for the year (adjusted for any formal
additions and reductions) are recognised as revenue when the CSDA gains control of the appropriation,
except for certain amounts that relate to activities that are reciprocal in nature. In these cases, revenue
is recognised only when it has been earned.
Appropriations receivable are recognised at their nominal amounts.
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Other Types of Revenue
Revenue from rendering of services is recognised by reference to the stage of completion of contracts at
the reporting date. The revenue is recognised when:
•
the amount of revenue, stage of completion and transaction costs incurred can be reliably
measured; and
•
the probable economic benefits associated with the transaction will flow to the CSDA.
The stage of completion of contracts at the reporting date is determined by reference to the proportion
that costs incurred to date bear to the estimated total costs of the transaction.
Receivables for services, which have 30 day terms, are recognised at the nominal amounts due less
any bad and doubtful debts. The probability of recovery of debts is reviewed at balance date.
Impairment allowances are made for debts that are more than 90 days overdue and when recovery of
the debt is no longer probable.
1.6

Gains

Resources Received Free of Charge
Resources received free of charge are recognised as gains when, and only when, a fair value can be
reliably determined and the services would have been purchased if they had not been donated. Use of
those resources is recognised as an expense.
Contributions of assets at no cost of acquisition or for nominal consideration are recognised as gains at
their fair value when the asset qualifies for recognition, unless received from another Government
agency or authority as a consequence of a restructuring of administrative arrangements (refer to Note
1.7).
Resources received free of charge are recorded as either revenue or gains depending on their nature.
Sale of Assets
Gains from disposal of non-current assets is recognised when control of the asset has passed to the
buyer.
1.7

Transactions with the Government as Owner

Equity Injections
Amounts appropriated which are designated as equity injections for a year (less any formal reductions)
are recognised directly in contributed equity in that year.
Equity Reductions
The FMOs require that current year reductions to equity injections be adjusted against the appropriation.
The reduction in the appropriation is effected by the Finance Minister’s determination.
1.8

Employee Benefits

Liabilities for services rendered by employees are recognised at the reporting date, to the extent that
they have not been settled. Liabilities for short-term employee benefits (as defined in AASB 119
Employee Benefits) and termination benefits due within 12 months of balance date are measured at
their nominal amounts. The nominal amount is calculated with regard to the rates expected to be paid
on settlement of the liability.
All other employee benefit liabilities are measured at the present value of the estimated future cash
outflows to be made in respect of services provided by employees up to the reporting date.
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COMMONWEALTH SERVICES DELIVERY AGENCY
Notes to and forming part of the Financial Statements
Leave
The liability for employee benefits includes provision for annual leave and long service leave. No
provision has been made for sick leave as all sick leave is non-vesting and the average sick leave taken
in future years by employees of the CSDA is estimated to be less than the annual entitlement for sick
leave.
The leave liabilities are calculated on the basis of employees remuneration at the estimated salary rates
that apply at the time the leave is taken. The calculation includes the CSDA’s employer superannuation
contribution rates to the extent that the leave is likely to be taken during service rather than paid out on
termination.
The liability for long service leave has been determined by reference to the advice of an actuary as at 30
June 2009. The estimate of the present value of the liability takes into account attrition rates and pay
increases through promotion and inflation.
The on-cost for additional annual and long service leave accrued when leave is taken has not previously
been included in the advice the CSDA has received from its actuary. This on-cost has been included in
the calculation of the CSDA s leave provision for 2008-09, and an adjustment to the comparative
balances for 2007-08 has also been made to reflect this change in the calculation.
Separation and Redundancy
Provision is made for separation and redundancy benefit payments. The CSDA recognises a provision
for termination when it has developed a detailed formal plan for the terminations and has informed those
employees affected that it will carry out the terminations.
Superannuation
Employees of the CSDA are members of the Commonwealth Superannuation Scheme (CSS), the
Public Sector Superannuation Scheme (PSS) or the PSS accumulation plan (PSSap). The CSS and
PSS are defined benefit schemes for the Australian Government. The PSSap is a defined contribution
scheme.
The liability for defined benefits is recognised in the financial statements of the Australian Government
and is settled by the Australian Government in due course. This liability is reported by the Department of
Finance and Deregulation as an administered item.
The CSDA makes employer contributions to the employee superannuation scheme at rates determined
by an actuary to be sufficient to meet the current cost to the Government of the superannuation
entitlements of the CSDA s employees. The CSDA accounts for the contributions as if they were
contributions to defined contribution plans.
The liability for superannuation recognised as at 30 June represents outstanding contributions for the
final fortnight of the year.
1.9

Leases

A distinction is made between finance leases and operating leases. Finance leases effectively transfer
from the lessor to the lessee substantially all the risks and rewards incidental to ownership of leased
non-current assets. An operating lease is a lease that is not a finance lease. In operating leases, the
lessor effectively retains substantially all such risks and benefits.
The CSDA does not have any finance leases.
Operating lease payments are expensed on a straight-line basis, which is representative of the pattern
of benefits derived from the leased assets.
1.10

Borrowing Costs

All borrowing costs are expensed as incurred. The CSDA did not have any borrowing costs in 2008-09
(2007-08: nil).
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1.11

Cash

Cash and cash equivalents includes notes and coins held and any deposits in bank accounts with an
original maturity of three months or less that are readily convertible to known amounts of cash and
subject to insignificant risk of changes in value. Cash is recognised at its nominal amount.
1.12

Financial Assets

Receivables
Trade receivables, and other receivables that have fixed or determinable payments that are not quoted
in an active market are classified as receivables . They are included in current assets, except for
maturities greater than 12 months after the balance sheet date. These are classified as non-current
assets.
Impairment of Financial Assets
Financial assets are assessed for impairment at each balance date.
1.13

Financial Liabilities

Suppliers and Other Payables
Suppliers and other payables are recognised at amortised cost. Liabilities are recognised to the extent
that the goods or services have been received (and irrespective of having been invoiced). Subsequent
adjustments are recognised as a profit or loss.
1.14

Contingent Liabilities and Contingent Assets

Contingent liabilities and contingent assets are not recognised in the Balance Sheet, but are reported in
the relevant schedules and notes. They may arise from uncertainty as to the existence of a liability or
asset or represent an asset or liability in respect of which the amount cannot be reliably measured.
Contingent assets are disclosed when settlement is probable but not virtually certain and contingent
liabilities are disclosed when settlement is greater than remote.
1.15

Acquisition of Assets

Assets are recorded at cost on acquisition except as stated below. The cost of acquisition includes the
fair value of assets transferred in exchange and liabilities undertaken. Financial assets are initially
measured at their fair value plus transaction costs, where appropriate.
Assets acquired at no cost, or for nominal consideration, are initially recognised as assets and income at
their fair value at the date of acquisition, unless acquired as a consequence of restructuring of
administrative arrangements. In the latter case, assets are initially recognised as contributions by
owners at the amounts at which they were recognised in the transferor agency s accounts immediately
prior to the restructuring.
1.16

Infrastructure, Plant and Equipment

Asset Recognition Threshold
Purchases of property, plant and equipment are recognised initially at cost in the Balance Sheet, except
for purchases costing less than $2 000, which are expensed in the year of acquisition (other than where
they form part of a group of similar items which are significant in total).
The initial cost of an asset includes an estimate of the cost of dismantling and removing the item and
restoring the site on which it is located. This is particularly relevant to makegood provisions in property
leases taken up by the CSDA, where there exists an obligation to restore the properties to their original
conditions. These costs are included in the value of the CSDA’s leasehold improvements with a
corresponding provision for the makegood recognised.
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Notes to and forming part of the Financial Statements
Revaluations
Fair values for each class of asset are determined as shown below:
Asset class
Land
Buildings exc. leasehold improvements
Leasehold improvements
Infrastructure, plant and equipment

Fair value measured at
Market selling price
Market selling price
Depreciated replacement cost
Market selling price

Following initial recognition at cost, property plant and equipment are carried at fair value less
subsequent accumulated depreciation and accumulated impairment losses. Valuations are conducted
with sufficient frequency to ensure that the carrying amounts of assets do not differ materially from the
assets fair values as at the reporting date. The regularity of independent valuations depends upon the
volatility of movements in market values for the relevant assets.
Land and buildings (including leasehold improvements) are subject to a formal revaluation in a threeyear cycle. Infrastructure, plant and equipment assets are subject to a formal revaluation every five
years. In between formal revaluations, all assets are subject to a desktop revaluation on an annual
basis.
Revaluation adjustments are made on a class basis. Any revaluation increment is credited to equity
under the heading of asset revaluation reserve except to the extent that it reverses a previous
revaluation decrement of the same asset class that was previously recognised through operating result.
Revaluation decrements for a class of assets are recognised directly through operating result except to
the extent that they reverse a previous revaluation increment for that class.
Any accumulated depreciation as at the revaluation date is eliminated against the gross carrying amount
of the asset and the asset restated to the revalued amount.
Depreciation
Depreciable property, plant and equipment assets are written-off to their estimated residual values over
their estimated useful lives to the CSDA using, in all cases, the straight-line method of depreciation.
Depreciation rates (useful lives), residual values and methods are reviewed at each reporting date and
necessary adjustments are recognised in the current, or current and future reporting periods, as
appropriate.
Leasehold improvements are depreciated on a straight-line basis over the lesser of the estimated useful
life of the improvements or the unexpired period of the lease.
Depreciation rates applying to each class of depreciable asset are based on the following useful lives:
Asset Class
Buildings on freehold land
Leasehold improvements
Plant and Equipment

2009
20 to 50 years
Lease term
3 to 10 years

2008
20 to 50 years
Lease term
3 to 10 years

Impairment
All assets are assessed for impairment at 30 June 2009. Where indications of impairment exist, the
asset s recoverable amount is estimated and an impairment adjustment made if the asset s recoverable
amount is less than its carrying amount.
The recoverable amount of an asset is the higher of its fair value less costs to sell and its value in use.
Value in use is the present value of the future cash flows expected to be derived from the asset. Where
the future economic benefit of an asset is not primarily dependent on the asset s ability to generate
future cash flows, and the asset would be replaced if the CSDA were deprived of the asset, its value in
use is taken to be its depreciated replacement cost.
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1.17

Intangibles

Asset Recognition Threshold
The CSDA s intangibles comprise purchased software and internally developed software (IDS) for
internal use. These assets are carried at cost less accumulated amortisation and accumulated
impairment losses.
Purchased software assets are recognised at cost in the Balance Sheet, except for those costing less
than $1 000, which are expensed in the year of acquisition. IDS assets are recognised originally at cost
in the Balance Sheet, except for those costing less than $1 000 000, which are expensed in the year of
acquisition.
Amortisation
Software is amortised on a straight-line basis over its anticipated useful life. The useful lives of most of
the CSDA’s software are 3 to 15 years (2007-08: 3 to 15 years).
All software assets are assessed for indications of impairment as at 30 June 2009.
1.18

Taxation / Competitive Neutrality

Taxation
The CSDA is exempt from all forms of taxation except Fringe Benefits Tax (FBT) and the Goods and
Services Tax (GST).
Revenues, expenses, assets and liabilities are recognised net of GST:
•
except where the amount of GST incurred is not recoverable from the Australian Taxation
Office; and
•
except for receivables and payables.
Competitive Neutrality
The CSDA provides services on a not-for-profit basis and therefore competitive neutrality does not
apply.
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Note 2: Events After the Balance Sheet Date
There were no events that occurred after Balance Sheet date that required adjustments to, or
disclosures, in the financial statements.
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Note 3: Income
2009
$’000

2008
$’000

Revenue
Note 3A: Revenue from Government
Appropriations:
Departmental outputs
Total revenue from Government

610 222
610 222

608 799
608 799

716
2 244 738
14 215
2 259 669

507
2 032 614
13 487
2 046 608

Note 3B: Sale of Goods and Rendering of Services
Provision of goods - external parties
1
Rendering of services - related entities
Rendering of services - external parties
Total sale of goods and rendering of services

1
The revenue from ’rendering of services - related parties’ includes $13 741 000, which was received from the
Department of Families, Housing, Community Services and Indigenous Affairs (FaHCSIA) in 2008-09 for work
completed in 2007-08, as part of the Northern Territory Emergency Response (NTER) initiative. It also includes a return
of revenue of $871 000 to the Department of Education, Employment and Workplace Relations (DEEWR), related to
NTER. The amounts were only confirmed once the NTER no win/no loss reconciliation process was completed in late
2008. The Finance Minister’s Orders 2008-09 require FaHCSIA and DEEWR to recognise the receipt/return of
appropriation revenue in the year it was received/returned. Centrelink is recognising the receipt/return of the revenue in
the year it occurred, as per standard accounting practice.

Gains
Note 3C: Sale of Assets
Land and buildings:
Proceeds from sale
Carrying value of assets sold
Selling expense
Infrastructure, plant and equipment
Proceeds from sale
Carrying value of assets sold
Selling expense
Net gain from sale of assets

11
-

16
( 15)
-

6
( 12)
5

587
( 53)
( 1)
534

Note 3D: Other Gains
Found assets
Resources received free of charge
Total other gains

2 681
2 681

43
2 649
2 692

Resources received free of charge from:
Australian Taxation Office
Australian National Audit Office
Total resources received free of charge

2 081
600
2 681

2 049
600
2 649
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Note 4: Expenses
2009
$’000

2008
$’000

1 260 676

1 212 639

53 713
176 511
276 736
7 027
1 774 663

43,496
188 913
257 480
20 198
1 722 726

182 331
116 663
227 656

197 082
110 497
150 106

319 306
1 161
538
31 328
878 983

315 111
6 194
412
29 524
808 926

55 443
55 158
110 601

34 789
45 272
80 061

54 465
54 465

60 161
60 161

165 066

140 222

1,140
2 086
199
160
1,945
5 530

58
552
584
1 304
11 791
14 289

Note 4A: Employee Benefits
Wages and salaries
Superannuation:
Defined contribution plans
Defined benefit plans
Leave and other entitlements
Separation and redundancies
Total employee benefits

Note 4B: Suppliers
Provision of goods - external entities
Rendering of services - related entities
Rendering of services - external parties
Operating lease rentals - external parties:
Minimum lease payments
Contingent rentals
Sublease
Workers compensation premiums
Total supplier expenses

Note 4C: Depreciation and Amortisation
Depreciation:
Buildings
Infrastructure, plant and equipment
Total depreciation
Amorisation:
Intangibles:
Computer Software
Total amortisation
Total depreciation and amortisation

Note 4D: Write-Down and Impairment of Assets
Asset write-downs and impairments from:
Land and buildings
Infrastructure, plant and equipment
Intangible assets
Impairment on trade receivables
Impairment on intangible assets
Total write-down and impairment of assets
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Note 5: Financial Assets
2009
$’000

2008
$’000

14 534
70
14 604

29 881
91
29 972

87 050
1 298
88 348

19 845
19 845

Appropriations receivable:
for existing outputs
for additional outputs
Total appropriations receivable

348 000
1 903
349 903

288 000
288 000

GST receivable from the Australian Taxation Office
Other receivables
Total other receivables
Total trade and other receivables (gross)

10 547
1 651
12 198
450 449

6 314
1 998
8 312
316 157

Less impairment allowance:
Goods and services
Total trade and other receivables (net)

( 236)
450 213

( 198)
315 959

Receivables are represented by:
Current
Non-current
Total trade and other receivables (net)

450 213
450 213

315 959
315 959

447 588

314 118

2 183
326
46
306
450 449

1 504
272
20
243
316 157

-

-

( 236)
( 236)

( 198)
( 198)

Goods and
services
2009
$’000

Goods and
services
2008
$’000

( 198)
89
4
( 131)
( 236)

( 145)
9
27
( 89)
( 198)

Note 5A: Cash and Cash Equivalents1
Special Accounts
Cash on hand
Total cash and cash equivalents

Note 5B: Trade and Other Receivables
Goods and services - related entities
Goods and services - external parties
Total receivables for goods and services

Receivables are aged as follows:
Not overdue
Overdue by:
Less than 30 days
30 to 60 days
61 to 90 days
More than 90 days
Total receivables (gross)
The impairment allowance is aged as follows:
Not overdue
Overdue by:
Less than 30 days
30 to 60 days
61 to 90 days
More than 90 days
Total impairment allowance
Reconciliation of the impairment allowance:

Carrying amount 1 July 2008
Amounts written off
Amounts recovered and reversed
Increase recognised during the year
Closing balance 30 June 2009
1

All CSDA cash transactions are recorded within the Centrelink Special Account, established under section 20 of the FMA
Act.
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Note 6: Non-Financial Assets
2009
$’000

2008
$’000

Freehold land at fair value

3 875

3 512

Buildings on freehold land:
Fair value
Accumulated depreciation
Total buildings on freehold land

6 969
( 177)
6 792

7 182
( 267)
6 915

Buildings on leased land:
Fair value
Accumulated depreciation
Total buildings on leased land

3 836
( 64)
3 772

1 046
( 106)
940

274 406
(91 301)
23 625
206 730
221 169

237 985
(74 524)
31 912
195 373
206 740

173 841
(86 772)
6 847
(6 794)
87 122

205 040
(94 673)
4 068
(3 922)
110 513

Note 6A: Land and Buildings

Leasehold improvements:
Fair value
Accumulated depreciation
Work in progress at cost
Total leasehold improvements
Total land and buildings (non-current)
No indicators of impairment were found for land and buildings.

Note 6B: Infrastructure, Plant and Equipment
Infrastructure, plant and equipment:
Gross carrying value (at fair value)
Accumulated depreciation
Work in progress at cost
Held for sale
Accumulated depreciation
Total infrastructure, plant and equipment (non-current)
r

Cabling that is related to leasehold improvements was reported as infrastructure, plant and equipment in Notes 6B and 6D
in 2007-08. In 2008-09 it is reported as leasehold improvements in Note 6A and 6D, land and buildings, as advised by the
Australian Valuation Office. The comparatives have been adjusted accordingly.
All revaluations were conducted in accordance with the revaluation policy stated at Note 1. On 30 June 2009, an
independent valuer, the Australian Valuation Office, conducted the revaluations.
Revaluation increments of $0.324m for freehold land (2008: increment of $1.0m), $2.520m for buildings on freehold and
leasehold land (2008: increment of $1.6m) and decrements of $2.518m for leasehold improvements (2008: increment of
$6.2m) and $4.3m for infrastructure, plant and equipment (2008: decrement of $3.9m) were posted to the asset revaluation
reserve by asset class. As the decrement for infrastructure, plant and equipment was higher than prior year increments, an
additional $2.4m was recognised in the Income Statement (2008: nil).

Note 6C: Intangibles
Computer software at cost:
Internally developed - in progress
Internally developed - in use
Accumulated amortisation - internally developed
Purchased - in progress
Purchased - in use
Accumulated amortisation - purchased
Total intangibles (non-current)

17 537
186 797
(106 069)
283 022
(147 491)
233 796

17 840
188 465
(101 420)
7 650
250 747
(127 217)
236 065
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Net book value as of 30 June 2009 represented by:
Gross book value
Accumulated depreciation/amortisation and impairment

Revaluations and impairments through equity
Reclassification
Depreciation/amortisation expense
Impairments recognised in the operating result
Disposals:
Disposals
Write-offs
Net book value 30 June 2009

As at 1 July 2008
Gross book value
Accumulated depreciation/amortisation and impairment
Net book value 1 July 2008
Additions:
By purchase/internally developed
Found
Software received
Makegood

Item

308 836
( 91 542)
217 294

( 1 140)
217 294

3 875

3 875
3 875

2
( 3 273)
( 55 443)
-

73 331
589

39
324
-

278 125
(74 897)
203 228

$’000

$’000
3 512
3 512

Buildings

Land

312 711
( 91 542)
221 169

( 1 140)
221 169

326
( 3 273)
( 55 443)
-

73 370
589

281 637
(74 897)
206 740

$’000

487 356
( 253 560)
233 796

( 199)
233 796

3 303
( 54 465)
( 1 945)

51 037
-

464 702
( 228 637)
236 065

$’000

Intangibles

980 755
( 438 668)
542 087

( 12)
( 3 425)
542 087

( 4 005)
( 13)
( 165 066)
( 1 945)

162 646
589

955 447
(402 129)
553 318

$’000

TOTAL
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180 688
( 93 566)
87 122

( 12)
( 2 086)
87 122

( 4 331)
( 43)
( 55 158)
-

38 239
-

209 108
( 98 595)
110 513

$’000

Land &
Other
Buildings - Infrastructure,
Total
Plant &
Equipment

TABLE A - Reconciliation of the opening and closing balances of Property, Infrastructure, Plant, Equipment and Intangibles ((2008-09)

Note 6D: Analysis of property, infrastructure, plant, equipment and intangibles
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Net book value as of 30 June 2008 represented by:
Gross book value
Accumulated depreciation/amortisation

Revaluations and impairments through equity
Reclassification
Depreciation/amortisation expense
Impairments recognised in the operating result
Disposals:
Disposals
Write-offs
Net book value 30 June 2008

As at 1 July 2007
Gross book value
Accumulated depreciation/amortisation and impairment
Net book value 1 July 2007
Additions:
By purchase/internally developed
Found
Software received
Makegood

Item

278 125
( 74 897)
203 228

( 15)
( 58)
203 228

3 512

3 512
3 512

6 139
( 8)
( 34 789)
-

106 552
39
1 046

1 022
-

169 705
( 45 383)
124 322

$’000

$’000
2 490
2 490

Buildings

Land

281 637
( 74 897)
206 740

( 15)
( 58)
206 740

7 161
( 8)
( 34 789)
-

106 552
39
1 046

172 195
(45 383)
126 812

$’000

209 108
( 98 595)
110 513

( 53)
( 552)
110 513

( 2 271)
( 5 043)
( 45 272)
-

57 759
4
-

174 908
( 68 967)
105 941

$’000

Land &
Other
Buildings - Infrastructure,
Total
Plant &
Equipment

464 702
( 228 637)
236 065

( 584)
236 065

5 051
( 60 161)
( 11 791)

54 087
-

429 329
( 179 866)
249 463

$’000

Intangibles

TABLE A - Reconciliation of the opening and closing balances of Property, Infrastructure, Plant, Equipment and Intangibles (2007-08)
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955 447
( 402 129)
553 318

( 68)
( 1 194)
553 318

4 890
( 140 222)
( 11 791)

218 398
43
1 046

776 432
(294 216)
482 216

$’000

TOTAL
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2009
$’000

2008
$’000

Prepayments
Total other non-financial assets

51 470
51 470

47 782
47 782

Other non-financial assets are represented by:
Current
Non-current
Total other non-financial assets

48 473
2 997
51 470

47 517
265
47 782

58 232
7 459
65 691

41 285
16 084
57 369

Accrued expenses
Accrued salaries
Accrued superannuation
Separations and redundancies
Unearned revenue
Lease incentives
Operating leases straight-lining
Total other payables

55 006
42 537
3 811
2 134
26 834
9 365
21 359
161 046

24 779
32 482
4 883
9 460
29 624
9 600
31 634
142 462

Other payables are represented by:
Current
Non-current
Total other payables

138 964
22 082
161 046

125 253
17 209
142 462

Note 6E: Other Non-Financial Assets

No indicators of impairment were found for other non-financial assets.

Note 7: Payables
Note 7A: Suppliers
Trade creditors
Operating lease rentals
Total supplier payables
All supplier payables are current liabilities.
Settlement is usually made net 30 days.

Note 7B: Other payables

Accrued salaries, accrued superannuation and separations and redundancies were reported as employee
provisions in Note 8A in 2007-08. In 2008-09 these items are reported as other payables in Note 7B, as
required by the Finance Minister’s Orders. The comparatives have been adjusted accordingly.
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Note 8: Provisions
2009
$’000

2008
$’000

Leave
Total employee provisions 1

504 163
504 163

456 367
456 367

Employee provisions are represented by:
Current
Non-current
Total employee provisions 2

412 301
91 862
504 163

379 271
77 096
456 367

Note 8A: Employee Provisions

1

Accrued salaries, accrued superannuation and separations and redundancies were reported as employee provisions in Note 8A in
2007-08. In 2008-09 these items are reported as other payables in Note 7B, as required by the Finance Minister’s Orders. The
comparatives have been adjusted accordingly
2

The classification of current employee provisions includes amounts for which there is not an unconditional right to defer
settlement by one year. Hence, in the case of employee provisions, the above classification does not represent the amount
expected to be settled within one year of reporting date. The amount of employee provisions expected to be settled in one year
from the reporting date is $150 882 502 (2008: $151 202 015); in excess of one year is $353 280 919 (2008: $305 166 294).

Note 8B: Other Provisions
Restoration obligations 1

9 556

8 967

Surplus lease 2
Total other provisions

9 880
19 436

10 077
19 044

Other provisions are represented by:
Current
Non-current
Total other provisions

6 190
13 246
19 436

6 691
12 353
19 044

Carrying amount 1 July 2008
Additional provisions made
Amounts used
Amounts reversed
Closing balance 30 June 2009

Provision for
restoration
obligations

Provision for
surplus lease

Total

$’000

$’000

$’000

8 967
2 903
( 490)
(1 824)
9 556

10 077
4 398
(4 595)
9 880

19 044
7 301
(5 085)
(1 824)
19 436

1

The CSDA currently has 465 agreements for the leasing of premises, which have provisions requiring the CSDA to restore the
premises to their original condition at the conclusion of the leases. The CSDA has made a provision to reflect the present value of
these obligations.
2

The CSDA currently has contractual obligations for the leasing of 65 premises where there exist surplus spaces not sub-leased
to other entities.
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Note 9: Cash Flow Reconciliation
2009
$’000

2008
$’000

48 335
165 066
5 370
( 17)
(134 254)
(3 688)
47 796
10 238
(2 790)
30 227
392
(8 853)
157 822

(27 530)
140 222
12 986
( 603)
( 43)
(61 305)
32 634
51 609
8 234
6 168
11 495
2 169
5 215
181 251

Reconciliation of operating result to net cash from operating
activities:
Operating result
Depreciation/amortisation
Net write down of non-financial assets
Gain on disposal of assets
Found assets
(Increase)/decrease in net receivables
(Increase)/decrease in prepayments
Increase/(decrease) in employee provisions
Increase/(decrease) in supplier payables
Increase/(decrease) in unearned revenue
Increase/(decrease) in accrued expenses
Increase/(decrease) in other provisions
Increase/(decrease) in other payables
Net cash from operating activities

Note 10: Contingent Liabilities and Assets
Quantifiable Contingencies
The Schedule of Contingencies in the financial statements reports claims for damages/costs
(2009: $747 145, 2008: $737 390). The claims for damages/costs amount represents an estimate of the
CSDA’s liability based on precedent cases. The CSDA is defending the claims.
The Schedule of Contingencies also reports contingent assets in respect of insurance claims of $9 068
(2008: $36 175). The CSDA is expecting to succeed in claims against the CSDA’s insurer, although the
cases are continuing. There is no contingent asset in relation to a contractual agreement in 2009 (2008: $0).

Unquantifiable Contingencies
At 30 June 2009, the CSDA had a number of legal claims against it for the provision of negligent advice to
customers leading to a loss and alleged harassment in the workplace. The CSDA has denied liability and is
defending the claims. It is not possible to estimate the amounts of any eventual payments that may be
required in relation to these claims.
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Note 11: Senior Executive Remuneration
2009

2008

2
3
4
14
16
16
8
4
6
1
1
1
1
1
78

3
6
8
14
17
11
6
4
3
2
1
6
1
1
2
1
1
87

$16,435,798

$19 070 388

$ 195 012

$1 349 589

$

$

600 000

600 000

The number of senior executives who received or were due to receive
total remuneration of $130 000 or more:
$130 000 - $144 999
$145 000 - $159 999
$160 000 - $174 999
$175 000 - $189 999
$190 000 - $204 999
$205 000 - $219 999
$220 000 - $234 999
$235 000 - $249 999
$250 000 - $264 999
$265 000 - $279 999
$280 000 - $294 999
$295 000 - $309 999
$310 000 - $324 999
$325 000 - $339 999
$340 000 - $354 999
$355 000 - $369 999
$370 000 - $384 999
$430 000 - $444 999
$475 000 - $489 999
Total
The aggregate amount of total remuneration of
executives shown above.
The aggregate amount of redundancy/termination
benefit payments during the year to executives shown above.

Note 12: Remuneration of Auditors
Financial statement audit services are provided by the Auditor General
free of charge to the CSDA.
The fair value of the services provided was:
No other services were provided by the Auditor-General.
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Note 13: Financial Instruments
2009
$’000

2008
$’000

14 604
88 348
1 651
104 603

29 972
19 845
1 998
51 815

58 232

57 369

55 006
113 238

24 779
82 148

Note 13A: Categories of Financial Instruments
Financial Assets
Receivables
Cash and cash equivalents
Trade receivables
Other receivables
Carrying amount of financial assets
Financial Liabilities
Payables - suppliers
Other payables
Accrued expenses
Carrying amount of financial liabilities

Note 13B: Net Income and Expense from Financial Assets
There is no interest income from financial liabilities not at fair value through profit or loss in the year ending
30 June 2009 (2008: $0).

Note 13C: Net Income and Expense from Financial Liabilities
There is no interest expense from financial liabilities not at fair value through profit or loss at the year ending
30 June 2009 (2008: $0).

Note 13D: Fair Value of Financial Instruments
In 2008-09 and 2007-08 the carrying amounts of financial assets and liabilities recorded in the financial
statements represent their net fair values.
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Note 13E: Credit Risk
The CSDA is exposed to minimal credit risk as receivables are cash and trade receivables. The maximum
exposure to credit risk is the risk that arises from potential default of a debtor. This amount is equal to the total
amount of trade receivables (2009: $88 348 226 and 2008: $19 844 743). The CSDA has assessed the risk of the
default on payment and has allocated $235 553 in 2009 (2008: $198 003) to an impairment allowance account.

The CSDA manages its credit risk by undertaking background and credit checks prior to allowing a debtor
relationship. In addition, the CSDA has policies and procedures that guide employee debt recovery techniques to
be applied.

The CSDA holds no collateral to mitigate against credit risk.
Credit quality of financial instruments not past due or individually determined as impaired.

Receivables
Cash and cash equivalents
Trade receivables
Total

Not past
due nor
impaired
2009
$’000

Not past
due nor
impaired
2008
$’000

Past due
or
impaired
2009
$’000

Past due
or
impaired
2008
$’000

Total
2009
$’000

Total
2008
$’000

14 604
85 487
100 091

29 972
17 806
47 778

2 861
2 861

2 039
2 039

14 604
88 348
102 952

29 972
19 845
49 817

Ageing of financial assets that are past due but not impaired for 2009.

Receivables
Trade receivables
Total

0 to 30
days
$’000

31 to 60
days
$’000

61 to 90
days
$’000

90+
days
$’000

Total
$’000

2 183
2 183

326
326

46
46

70
70

2 625
2 625

Ageing of financial assets that are past due but not impaired for 2008.

Receivables
Trade receivables
Total

0 to 30
days
$’000

31 to 60
days
$’000

61 to 90
days
$’000

90+
days
$’000

Total
$’000

1 504
1 504

272
272

20
20

45
45

1 841
1 841
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Note 13F: Liquidity Risk
The CSDA’s financial liabilities are payables to suppliers and other payables. The exposure to liquidity risk is
based on the notion that the CSDA will encounter difficulty
y in meeting its obligations associated with financial
liabilities. This is highly unlikely due to appropriation funding and mechanisms available to the CSDA and
internal policies and procedures put in place to ensure there are appropriate resources to meet its financial
obligations.
The following table illustrates the maturities for financial liabilities.

On demand
2009
$’000
Other Liabilities
Payables - suppliers
Other payables
Accrued expenses
Total

Within 1
year 1 to 5 years
2009
2009
$’000
$’000

> 5 years
2009
$’000

Total
2009
$’000

-

58 232

-

-

58 232

-

55 006
113 238

-

-

55 006
113 238

The CSDA is funded by the Australian Government. The CSDA manages its budgeted funds to ensure it has
adequate funds to meet payments as they fall due. In addition, the CSDA has policies in place to ensure
timely payments are made when due and has no past experience of default.

Note 13G: Market Risk
The CSDA holds basic financial instruments that do not expose the CSDA to certain market risks.
The CSDA is not exposed to ’Currency risk’ or ’Other price risk’.
Interest Rate Risk
The CSDA holds financial instruments that are all non-interest bearing and were not exposed to any interest
rate risk.
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Note 14: Appropriations
Table A Acquittal of authority to Draw Cash from the Consolidated Revenue Fund for Ordinary Annual
Services Appropriations

Particulars
Balance carried from previous period (Appropriation Acts)
Appropriation Act:
Appropriation Act (No.1) 2008-09
Appropriation Act (No.3) 2008-09
Appropriation (Northern Territory National Emergency
c Response) Act (No.1)
2007-08
Departmental appropriation reduced (Appropriation Act s.10)
Advance to the Finance Minister (Appropriation Act s.14)
FMA Act:
Appropriations to take account of recoverable GST (FMA Act s.30A)
Relevant agency receipts (FMA Act s.31)
Adjustment of appropriations on change of entity function (FMA Act s.32)
Total appropriations available for payments
Cash payments made during the year (GST inclusive)
Appropriations credited to Special Accounts (GST exclusive)
Balance of authority to draw cash from the Consolidated Revenue Fund for
ordinary annual services appropriations and as represented by:
Cash at bank and on hand
Appropriation receivable
Total as at 30 June

Departmental Outputs
2008
2009
$’000
$’000
607 171
1 148

657 519
-

-

10,080

-

( 58 800)
-

37 254
645 573
( 37 254)
( 608 319)

37 620
646 419
( 37 620)
( 608 799)

-

-

-

-

Departmental appropriations do not lapse at financial year end. However, the responsible Minister may
y decide
that part or all of the departmental appropriation is not required and request the Finance Minister to reduce that
appropriation. The reduction in the appropriation is effected by the Finance Minister’s determination and is
disallowable by Parliament.
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Table B Acquittal of authority to Draw Cash from the Consolidated Revenue Fund for Other than Ordinary Annual
Services Appropriations

Non-Operating

Particulars
Equity
2009

2008

Previous Years’ Outputs
2009
2008

$’000

$’000

$’000

-

-

Appropriation Act (No.2) 2008-09

3 536

Appropriation Act (No.4) 2008-09

-

Appropriation (NTNER) Act (No.2) 2007-08
Departmental appropriation reduced
(Appropriations Act section 11)

Total
2009

2008

$’000

$’000

$’000

-

-

-

-

39 864

-

2 232

3 536

42 096

-

106

-

106

-

-

14,311

-

-

-

14,311

-

( 12 715)

-

-

-

( 12 715)

( 11 723)

-

-

-

( 11 723)

-

-

-

-

-

-

-

-

-

-

-

-

354

4 146

-

-

354

4 146

(7833)

45 606

106

2 232

(7727)

47 838

( 354)

( 4 146)

-

-

( 354)

( 4 146)

8 187

( 41 460)

( 106)

( 2 232)

8 081

( 43 692)

-

-

-

-

-

-

Cash at bank and on hand
Appropriation receivable

-

-

-

-

-

-

Total as at 30 June

-

-

-

-

-

-

Balance carried from previous period
(Appropriations Acts)
Appropriation Act:

Departmental appropriation reduced
(Appropriation (NTNER) Act (No.2) section 11)
Advance to the Finance Minister (Appropriation
Act section 15)
FMA Act:
Repayments to the Commonwealth (FMA Act
section 30)
Appropriations to take account of recoverable
GST (FMA Act section 30A)
Total Appropriations available for payments
Cash payments made during the year (GST
inclusive)
Appropriations credited to Special Accounts
(excluding GST)
Balance of authority to draw cash from the
Consolidated Revenue fund for other than
ordinary annual services appropriations and as
represented by:

Non-operating appropriations do not lapse at financial year end. However, the responsible Minister may decide that part or all of
the non-operating appropriation is not required and request the Finance Minister to reduce that appropriation. The reduction in the
appropriation is effected by the Finance Minister’s determination and is disallowable by Parliament. On 24th October 2008, the
Finance Minister determined a reduction in non-operating appropriations following a request by the Minister for the CSDA. The
amount determined under Appropriation (Northern Territory National Emergency Response)
s
Act (No.2) (s.11) of 2007-08 was
$11,723 027.
Additional funds of $106 000 were received for the overspend incurred under the Appropriation (NTNER) Act (No.1) 2007-08 as a
result of the 2007-08 NTER no win/no loss reconciliation process.
Table C - Acquittal of Authority to draw cash from the Consolidated Revenue Fund - Special Appropriations
For the years ended 30 June 2009 and 30 June 2008, the CSDA has not used section 28 of the FMA Act or any other legislative
provision allowing for refunds to be paid.
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Table D

Disclosure by the CSDA in relation to Special Appropriations

During the year the CSDA was granted authority to make payments on behalf of the Department of Education,
Employment and Workplace Relations (DEEWR) 1, 2, 3 under the Student Assistance Act 1973. Payments
made under this Act are disclosed below.
Legal authority - Student Assistance Act 1973.

Total receipts
Total payments
Balance

2009
$’000
DEEWR
Administered
255,506
255,506
-

2008
$’000

229 265
229 265
-

During the year the CSDA was granted authority to make payments on behalf of the Department of Education,
Employment and Workplace Relations (DEEWR) 1, 2, 3 under the Social Security Act 1991
(Austudy, and Youth Allowance and any other related
d payment, allowance or supplement). Payments made
under this Act are disclosed below.
Legal authority - Social Security Act 1991.
Total receipts
Total payments
Balance

DEEWR
Administered
2,333,245
1 884 786
2,333,245
1 884 786
-

During the year the CSDA was granted authority to make payments on behalf of the Department of
Agriculture, Fisheries and Forestry (DAFF) 1, 2, 3 under the Farm Household Support Act 1992 (Exceptional
Circumstances Relief Payment). Payments made under this Act are disclosed below.
Legal authority - Farm Household Support Act 1992 ((Exceptional
Circumstances Relief Payment).
Total receipts
Total payments
Balance

DAFF
Administered
341 537
338 387
3,150

394 151
394 151
-

1

Centrelink’s purchaser-provider arrangements with DEEWR and DAFF include the delivery of payments to
customers.
2

3

Centrelink has no drawdown access to the DEEWR and DAFF Administered appropriations.

DEEWR and DAFF are responsible for the policy, estimates and reporting of their respective Administered
appropriations.
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Table D

Disclosure by CSDA in relation to Special Appropriations (continued)

During the year the CSDA was granted authority to make payments on behalf of the Department of Education, Employment and
Workplace Relations (DEEWR) and Families, Housing, Community Services and Indigenous Affairs (FaHCSIA) 1, 2, 3 under the Social
Security (Administration) Act 1999. Payments made under this Act are disclosed below.
Legal authority - Social Security (Administration)
Act 1999.

Total receipts
Total payments
Balance

2009
2008
$’000
$’000
FaHCSIA
Administered
45 407 494 32 923 468
45 409 882 32 923 468
(2 388)

2009
2008
$’000
$’000
DEEWR
Administered
12 116 909 16 902 154
12 116 909 16 902 154
-

2009
2008
$’000
$’000
TOTAL
Administered
57 524 403 49 825 622
57 526 791 49 825 622
(2 388)

During the year the CSDA was granted authority to make payments on behalf of Families, Housing, Community Services and Indigenous
Affairs (FaHCSIA) and the Department of Education, Employment and Workplace Relations (DEEWR) 1, 2, 3 under the A New Tax
System (Family Assistance Administration) Act 1999. Payments made under this Act are disclosed below.
Legal authority - A New Tax System (Family
Assistance Administration) Act 1999.

Total receipts
Total payments
Balance

2009

2008

$’000
$’000
FaHCSIA
Administered
23 477 033 16 842 546
23 477 253 16 842 546
( 220)

2009

2008

$’000
$’000
DEEWR
Administered
688 369
2 292 272
688 369
2 292 272
-

2009

2008

$’000
$’000
TOTAL
Administered
25 769 305 17 530 915
25 769 525 17 530 915
( 220)

1

Centrelink’s purchaser-provider arrangements with FaHCSIA and DEEWR include the delivery of payments to customers.

2

Centrelink has no drawdown access to the FaHCSIA and DEEWR Administered appropriations.

3

FaHCSIA and DEEWR are responsible for the policy, estimates and reporting of their respective Administered appropriations.
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Note 15: Special Accounts
Note 15: Special Accounts
Centrelink Special Account - (Departmental)

2009
$’000

2008
$’000

Legal Authority: Financial Management and Accountability Act, 1997, section
n 20 .
Purpose: for the receipt of all moneys and the payment of all expenditures related to the operation of the CSDA.
This account is non-interest bearing
317 972
Balance carried from previous period
223 894
608 319
Appropriation Act (No. 1 and 3)
608 799
1
( 11 723)
Return of capital
2
3 642
43 692
Appropriation Act (No. 2 and 4)
80 404
GST credits (FMA Act section 30A)
85 880
3
2 128 955
2 115 761
Services - Rendering of services to related entities
68 512
Services - Rendering of services to external entities
( 33 053)
3 044 973
3 196 081
Total credits
( 1 671 112)
( 1 725 211)
Payments made to employees
( 1 055 889)
( 1 108 266)
Payments made to suppliers
( 2 727 001)
( 2 833 477)
Total debits
317 972
Balance carried to next period (excluding investment balances) and
362 604
represented by:
348 000
Cash - transferred to the Official Public Account
288 000
14 604
Cash - held by CSDA
29 972
362 604
317 972
Total balance carried to the next period
1
On 24th October 2008, the Finance Minister determined a reduction in non-operating appropriations following a
request by the Minister for the CSDA. The amount determined under the Appropriation (Northern Territory National
Emergency Response) Act (No.2) 2007-08 (s.11) was $11 723 027.
2

The Appropriation Act (No.2 and 4) provided $3 642 000 in 2008-09, which includes additional funds of $106 000
received for the overspend identified as part of the 2007-08 NTER no win/no loss reconciliation process.

3
The rendering of services to related entities includes the receipt of additional funds of $13 741 000 from FaHCSIA
and the return of $871 000 received from DEEWR, as a result of the 2007-08 NTER no win/no loss reconciliation
process.

Other Trust Moneys

2009
$’000

2008
$’000

Legal Authority: Financial Management and Accountability Act, 1997, section 20.
Purpose: for the receipt of moneys temporarily held on trust or otherwise for the benefit of a person other than the
Commonwealth.
This account is non-interest bearing
Balance carried from previous period
Appropriations for reporting period
Other receipts
Cost recovered
Other Receipts GST Credits (FMA Act s30A)
Total credits
Repayments debited from the special account
Total debits
Balance carried to next period (excluding investment balances) and
Cash - transferred to the Official Public Account
Cash - held by CSDA
Total balance carried to the next period

433
2 754
3 187
( 2 817)
( 2 817)
370
370
370

936
1 976
2 912
( 2 479)
( 2 479)
433
433
433

Services for Other Governments and Non-Agency Bodies Account
The CSDA has a Services for Other Government & Non-Agency
y Bodies Account for expenditure in connection with
services performed on behalf of other Governments and bodies that are not agencies under the FMA Act. This
account was established under section 20 of the Financial Management and Accountability Act 1997 (FMA Act). For
the years ended 30 June 2009 and 30 June 2008 the Account had a nil balance and there were no transactions
debited or credited to it.

» 209 «
COMMONWEALTH SERVICES DELIVERY AGENCY

Note 16: Compensation and Debt Relief
2009
$

2008
$

No Act of Grace expenses were incurred during the reporting period, and
there are no amounts owing as at year end (2008: No Act of Grace
expenses).

-

-

No waivers of amounts owing to the Australian Government were made
pursuant to subsection 34(1) of the Financial Management and
Accountability Act 1997 (2008: 2 waivers).

-

2 170

No ex-gratia payments were provided for during the reporting period (2008:
No payments).

-

-

3 150 952

2 354 702

-

6 693

Departmental

738 payments were made under the ’Defective Administration Scheme’
during the reporting period (2008: 781 payments).
No payments were made under s.73 of the Public Service Act 1999 during
the reporting period (2008: 3 payments).

Note 17: Assets Held in Trust
Legal authority - Financial Management and Accountability Act, 1997; s. 16.
Purpose moneys held in trust and advanced to the CSDA by Comcare for the purpose of distributing
compensation payments made in accordance with the Safety Rehabilitation and Compensation Act 1988.
This account is non-interest bearing
2009
$’000
Comcare Account
Balance carried from previous year
1 951
Receipts during the year
2 715
Payments made during the year
( 3 030)
1 636
Balance carried forward to the next period

2008
$’000
3 719
2 176
( 3 944)
1 951

Where the CSDA makes payments against accrued sick leave entitlements pending determination of an employee’s
claim, permission is obtained in writing from each individual employee to allow the CSDA to recover the payments
from the moneys in the account.
These transactions relate to Comcare cases that occurred prior to 1 July 2006.
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Note 18: Reporting of Outcomes

The CSDA has only one Outcome, which is "self sufficiency for individuals and families through access to
personalised assistance and co-ordinated delivery of payments and services on behalf of the government".

Note 18A: Net Cost of Outcome Delivery
Outcome 1
Expenses
Departmental
Total expenses

2008
$ 000

2009
$ 000
2 824 242
2 824 242

2 686 163
2 686 163

Costs recovered from provision of goods and services to the non government sector
Departmental
Total costs recovered
Other external income
Departmental
Total other external income
Net cost/(contribution) of outcome

14 931
14 931

13 994
13 994

5
5
2 809 306

534
534
2 671 635

Note 18B: Major Classes of Departmental Income and Expenses by Output
Groups and Outputs
Outcome 1

2009
$ 000

2008
$ 000

Departmental expenses
Employees
Suppliers
Depreciation and amortisation
Other expenses
Total departmental expenses

1 774 663
878 983
165 066
5 530
2 824 242

1 722 726
808 926
140 222
14 289
2 686 163

Funded by:
Departmental income
Revenues from government
Sale of goods and services
Other non-taxation revenues
Other gains
Total departmental income

610 222
2 259 669
5
2 681
2 872 577

608 799
2 046 608
534
2 692
2 658 633

Note 18C: Major Classes of Departmental Assets and Liabilities by Outcomes
Outcome 1
Departmental assets
Cash and cash equivalents
Trade and other receivables
Land and buildings
Infrastructure, plant and equipment
Intangibles
Other non-financial assets
Total departmental assets
Departmental liabilities
Suppliers
Other payables
Employee provisions
Other provisions
Total departmental liabilities

2009
$ 000

2008
$ 000

14 604
450 213
221 169
87 122
233 796
51 470
1 058 374

29 972
315 959
206 740
110 513
236 065
47 782
947 031

65 691
161 046
504 163
19 436
750 336

57 369
142 462
456 367
19 044
675 242
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Appendix 1: Commonwealth legislation relevant to Centrelink
Enabling legislation
Commonwealth Services Delivery Agency Act 1997
Legislative powers and functions
A New Tax System (Bonuses for Older Australians) Act 1999
A New Tax System (Family Assistance and Related Measures) Act 2000
A New Tax System (Family Assistance) (Administration) Act 1999
A New Tax System (Family Assistance) (Consequential and Related Measures) Act
(No. 1) 1999
A New Tax System (Family Assistance) Act 1999
Aged Care Act 1997
Child Support (Assessment) Act 1989
Child Support (Registration and Collection) Act 1988
Disability Services Act 1986
Families, Community Services and Indigenous Affairs and Veterans’ Affairs
Legislation Amendment (2006 Budget Measures) Act 2006
Family Assistance Legislation Amendment (More Help for Families—One-off
Payment) Act 2004
Farm Household Support Act 1992
Health Insurance Act 1973
Hearing Services Administration Act 1997
Household Stimulus Package Act (No-2) 2009 Act No. 4, 2009
Income Tax Assessment Act 1936
Income Tax Assessment Act 1997
National Health Act 1953
Northern Territory National Emergency Response Act 2007
Social Security (Administration) Act 1999
Social Security (International Agreements) Act 1999
Social Security (Rewrite) Transition Act 1991
Social Security Act 1991
Social Security Legislation Amendment (One-off Payments for Carers) Act 2005
Social Security and Veterans’ Entitlements Legislation Amendment (One-off Payments
to Increase Assistance for Older Australians and Carers and Other Measures) Act 2006
Social Security and Veterans’ Entitlements Legislation Amendment (One-off Payments
and Other 2007 Budget Measures) Act 2006
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Financial accountability
A New Tax System (Fringe Benefits) Act 2000
A New Tax System (Goods and Services Tax) Act 1999
A New Tax System (Goods and Services Tax Transition) Act 1999
Anti-Money Laundering and Counter-Terrorism Financing Act 2006
Anti-Money Laundering and Counter-Terrorism Financing (Transitional Provisions and
Consequential Amendments) Act 2006
Auditor-General Act 1997
Auditor-General Amendment Act 2009
Financial Management and Accountability Act 1997
Fringe Benefits Tax Act 1986
Fringe Benefits Tax Assessment Act 1986
Lands Acquisition Act 1989
Taxation Administration Act 1953
People management
Age Discrimination Act 2004
Australian Workplace Safety Standards Act 2005
Disability Discrimination Act 1992
Equal Employment Opportunity (Commonwealth Authorities) Act 1987
Equal Opportunity for Women in the Workplace Act 1999
Human Rights and Equal Opportunity Commission Act 1986
Long Service Leave (Commonwealth Employees) Act 1976
Maternity Leave (Commonwealth Employees) Act 1973
Occupational Health and Safety Act 1991
Public Employment (Consequential and Transition) Amendment Act 1999
Public Service Act 1999
Racial Discrimination Act 1975
Safety, Rehabilitation and Compensation Act 1988
Sex Discrimination Act 1984
Superannuation (Productivity Benefit) Act 1988
Superannuation Act 1922
Superannuation Act 1976
Superannuation Act 1990
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Student Assistance Act 1973
Veterans’ Entitlements Act 1986
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Superannuation Act 2005
Superannuation Guarantee (Administration) Act 1992
Workplace Relations Act 1996
Administrative law
Acts Interpretation Act 1901
Administrative Appeals Tribunal Act 1975
Administrative Decisions (Judicial Review) Act 1977
Data-matching Program (Assistance and Tax) Act 1990
Federal Court of Australia Act 1976
Freedom of Information Act 1982
Judiciary Act 1903
Ombudsman Act 1976
Privacy Act 1988
Miscellaneous
Archives Act 1983
Commonwealth Electoral Act 1918
Copyright Act 1968
Crimes Act 1914
Criminal Code Act 1995
Electronic Transactions Act 1999
Environment Protection and Biodiversity Conservation Act 1999
Evidence Act 1995
Trade Practices Act 1974
Important: This list is not exhaustive. Acts other than those listed above may also be
relevant to Centrelink.
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Australian Government departments
Attorney-General’s Department
Arrangements to support the National Security Hotline
Family Relationships Advice Line
Department of Agriculture, Fisheries and Forestry
Drought Assistance, including Exceptional Circumstances Relief Payment, Exceptional
Circumstances certificates, Interim Income Support, Small Business Assistance and
Professional Advice and Planning Grant
Equine Influenza
Exceptional Circumstances Exit Assistance including Exit Grant, Advice and Re-training
Grant and Relocation Grant
Ex-gratia payments
Farm Help Program
Irrigation Management Grant
Transitional Income Support (start date 16 June 2008, sunset date 30 June 2009)
Department of Education, Employment and Workplace Relations
ABSTUDY
ABSTUDY Pensioner Education Supplement
Assessment Subsidy for Overseas Trained Professionals
Assessment, referral, compliance and related services
Assistance for Isolated Children Scheme
Australian Apprenticeships Access Program
Australian Apprenticeships Centres
Australian Apprenticeships Incentives Program
Austudy
Career Information Centres
Child Care Benefit
Child Care Tax Rebate
Connections
Drought Force Supplement
Education Entry Payment
Fares Allowance
Green Corps Supplement
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Group Training in the Trades Program
Indigenous Wages Assistance Card
Information regarding Australian Skills Vouchers Program and Australian Apprenticeship
Centres
Job Capacity Assessment services
Jobs Education and Training Child Care fee assistance
Language, Literacy and Numeracy Program
Language, Literacy and Numeracy Supplement
Mature Age Allowance
Mobility Allowance
Newstart Allowance
Parenting Payment
Partner Allowance
Pensioner Education Supplement
Productivity Placement Program
School Enrolment and Attendance Measure (jointly with the Department of Families,
Housing, Community Services and Indigenous Affairs)
Sickness Allowance
Utilities Allowance
Widow Allowance
Work for the Dole Supplement
Youth Allowance (job seekers)
Youth Allowance (students and Australian Apprentices)
Youth Pathways
Department of Environment, Water, Heritage and the Arts
Small Block Irrigator Exit Grant package
Department of Families, Housing, Community Services and Indigenous Affairs
Age Pension
Assessment, referral, compliance and related services
Assurance of Support
Australian Government Disaster Recovery Payment
Baby Bonus
Bereavement Allowance
Carer Allowance
Carer Payment
Commonwealth Seniors Health Card
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Department of Finance and Deregulation
Assist in developing a whole-of-government single sign-on capability under the
Australian Government Online Service Point Program
Department of Foreign Affairs and Trade
Australian passport queries
Contact centre services for passport information
Smartraveller Advisory Telephone Services
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Community Agents Program
Community Development Employment Projects Participation Supplement
Community Development Employment Projects Program
Concession cards
Crisis Payment
Disability Support Pension
Double Orphan Pension
Family Tax Benefit (Parts A and B)
Financial Information Service
Income Recovery Subsidy (ex-gratia payment)
International Social Security Agreements
Maternity Immunisation Allowance
Nominee Arrangements
Northern Territory Emergency Response
Pension Bonus Scheme
Pension Loans Scheme
Pharmaceutical Allowance
Remote Area Allowance
Rent Assistance
School Enrolment and Attendance Measure (jointly with the Department of Education,
Employment and Workplace Relations)
School Nutrition Program
Seniors Concession Allowance
Special Benefit
Telephone Allowance
Utilities Allowance
Widow B Pension
Wife Pension
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Department of Health and Ageing
Home Quarantine Call Centre
Medicare Safety Net (Family Tax Benefit customer validation)
Medicare Teen Dental Scheme (income status data)
Pharmaceutical Benefits Scheme (concession validation)
Residential Aged Care (income and assets assessments)
Subsidised Insulin Pumps (eligibility data)
Office of Hearing Services (data exchange)
H1N1 09 Emergency Response Call Line
Department of Immigration and Citizenship
Assessment of Family Domestic Violence
Assistance with Citizenship Testing
Assurance of Support
Electronic data link
Department of Infrastructure, Transport, Regional Development and Local Government
Bass Strait Passenger Vehicle Equalisation Scheme
Emergency Call Centre Service
Tasmanian Freight Equalisation Scheme
Tasmanian Wheat Freight Scheme
Department of Innovation, Industry, Science and Research
LPG Vehicle Scheme
Department of Veterans’ Affairs
Community Support Service
Defence Force Income Support Allowance
Veterans’ Agent Service
Veterans’ Information Service
Australian Government agencies
Australian Crime Commission
Australian Identity Protection Register
Australian Electoral Commission
Data-matching to identify Australians who are about to become eligible to vote
Improving public access to enrolment forms and promotional material
Providing data to assist in maintaining the currency of the electoral roll

» 219 «
Investigation and ancillary services
Australian Hearing
Help to identify and support Australians with hearing loss
Australian Taxation Office
Australian Business Register/Australian Business Number confirmation services
Electronic transfer of payment summaries
Office sharing arrangements
Participation in shared servicing arrangements
Delivery of family assistance services as part of the Family Assistance Office
Australian Transaction Reports and Analysis Centre
Financial transaction reports
Australian Valuation Office
Purchase valuation services
Child Support Program
Electronic data exchange
File storage arrangements
Office sharing arrangements
Commonwealth Director of Public Prosecutions
Prosecution of alleged criminal offences in relation to social security programs,
employees, facilities and operations
Family Assistance Office
Delivery of Family Assistance Office services
Medicare Australia
Data-matching to determine eligibility for concessions under the Pharmaceutical
Benefits Scheme and the Medicare Safety Net
Delivery of family assistance services as part of the Family Assistance Office
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Foreign governments
Claim assistance, including verification of identity and residence and other data
exchange
Other partnerships
Coles Myer Ltd
Electronic data transfer to assist Centrelink customers employed by Coles Myer to
minimise overpayments
Commonwealth Bank of Australia
Bank account verification and electronic data exchange
Queensland Government Family Responsibilities Commission
Electronic transfer of data related to Centrelink customers for the purposes of Income
Management
South Australian Government
DroughtLink Hotline
South Australian Department of Education and Children’s Services
Provide customer information to establish entitlement to the School Card
State/territory corrective services
Transfer of data relating to Centrelink customers who are imprisoned and released, to
minimise overpayments and ensure correct benefit is paid
State/territory Registrars-General offices
Electronic transfer of death certification information
State/territory TAFE colleges
Electronic transfer of student enrolment data to assist Centrelink customers meet their
obligations and minimise overpayments
State/territory universities
Electronic transfer of student enrolment and change of study load data, to assist
Centrelink customers meet their obligations and minimise overpayments
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Community Development Employment Projects Program
Victorian Department of Human Services
Case management services following the Victorian bushfires
Victorian Department of Sustainability and Environment
Assist with the reconstruction of identification documents for bushfire victims
Emergency Overflow Call Centre Service for people affected by storms/floods/bushfires
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» 222 «

Appendix 3: Organisational chart—list of positions
Figure 7: Organisational chart—list of positions

Deputy Chief Executive Officer
Clients, Capability and Corporate
Client Business
General Manager
National Managers
FaHCSIA
DHS and Other Agencies
DEEWR
E-Services and Payment Options Strategy

Forecasting, Information and Performance
General Manager
National Managers
Data Services
Strategic Performance and Information Management

People and Ministerial
General Manager
National Managers
Ministerial and Parliamentary
People Services
People Development and Learning
People Strategy

Finance and Business Support
Chief Financial Officer
National Managers
Financial Management and Services
Legal Services and Procurement
General Counsel
Budgeting and Management Accounting
Property and Environment
FOI Implementation

Communication
General Manager
National Managers
Media, Network and Corporate Communication
Marketing, Online and Customer Communication

Chief Executive Officer
Deputy Chief Executive Officer
Customer Service
Education, Employment and Support Programs
General Manager
National Managers
Indigenous Services
Multicultural
Education, Employment and Disability Programs
Education, Employment and Disability Network
International (dual role)
Rural and Climate Change
Employment Services Model

Families, Seniors and Service Delivery Support
General Manager
National Managers
Families and Child Care Programs
Families and Child Care Network
Seniors, Carers and Supplementary Payments

General Manager
Seniors and Carers Operations

Network Operations
General Manager
National Managers
Centrelink Call Operations
Victorian Bushfires Response
Victorian Bushfires Professional Services

Area Managers
Area South and East Queensland
Area South and West Queensland
Area Pacific Central
Area Sydney East
Area South West New South Wales
Area Hunter
Area Tasmania (dual role)
Area South East Victoria
Area North Central Victoria
Area West Victoria
Area Sydney West
Area South Australia
Area West Australia

Network Performance
General Manager
National Managers
Centrelink Call Performance
Social Work
Network Coordination

Business Integrity
General Manager
National Managers
Payment Accuracy
Payment Reviews
Debt Management
Fraud and Intelligence
Renewal Coordination

Remote Servicing
General Manager
Area Managers
Area North Australia
Area Central and Northern Queensland
National Managers
Income Management
Northern Territory Operations Group
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National Managers
Emergency Management
Network Support Tools
Business Process Design

Deputy Chief
Executive Officer
Information Technology

Audit, Governance
and Assurance
General Manager
National Manager
Internal Audit

Corporate IT Systems
General Manager
National Managers
Security and Information Protection
Application Infrastructure and
Middleware
Infrastructure Services
IT Service Delivery Strategy and
Management
Technology Architecture

Business Systems
General Manager
National Managers
Seniors, Families and Customer
Contact Systems
Business Integrity and Workflow
Systems
Applications Capability
Development
Applications Architecture
Corporate and Payment Systems
Testing and Release Management
Income Security Integrated System
Improvement
Employment and Online System
IT Reform
National Manager
IT Reform
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Deputy Chief Executive
Officer
Service Delivery and
Emergency Management

People and Infrastructure

Stakeholders and Deliverables

4.
4A.
4B.
4C.
4D.

1E.

1D.

1B.
1C.

1A.

1.

Ï

Strengthen relationships with local
communities
3A. Areas to have implemented strategies
to develop relationships to strengthen
community involvement

3.

Ï

5. Demonstrate united leadership
5A. Increase in employees who have a performance agreement
verified
5B. Increase in employees’ experience of key united leadership
behaviours

Demonstrating value for money

6. Ensure effective and efficient delivery of services
6A.
(i) Revenue within budget
(ii) Expenditure within budget
(iii) Net operating result within budgeted gross revenue

Ï

Ï
Building capability for government

Build capability and support our people to deliver the Government’s priorities
Achievement of human resource initiatives in the endorsed strategic people plan
Increase in workforce availability
Timeliness of service desk incident resolution—Level 1
Proportion of information technology services meeting agreed service levels for
staff

Ï

2. Improve the customer experience
2A. Achievement of Customer Charter service
standards
2B. Overall level of customer satisfaction
2C. Availability of information technology
systems to support eService delivery
channels

Developing a networked organisation

Strengthening our customer focus in
line with government direction

Building confidence in Centrelink

Support the Minister and the Department of Human
Services to improve service delivery
Proportion of Budget initiatives meeting agreed milestones
(i) Proportion of Red results less than 5%
(ii) Proportion of Amber results less than 15%
Increase in eService activity
Level of ministerial briefs submitted achieving agreed
quality standards and within agreed timeframes
(i) Level submitted achieving agreed quality standards
(ii) Level submitted within agreed timeframes
Policy department confidence in Centrelink’s ability to
deliver payments and services
Department of Education, Employment and Workplace
Relations and Department of Families, Housing,
Community Services and Indigenous Affairs
Overall level of payment correctness

Ï

Ï

Ï

SERVING AUSTRALIA BY ASSISTING PEOPLE TO BECOME SELF-SUFFICIENT AND SUPPORTING THOSE IN NEED

Figure 8: Strategic Balanced Scorecard Strategy Map—2008–09

Appendix 4: Strategic Balanced Scorecard Strategy Map—2008–09

Results Through People
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Australian National Audit Office (ANAO) audits tabled 2008–09
Report 4 of 2008–09, tabled September 2008
The Business Partnership Agreement between the Department of Education,
Employment and Workplace Relations (DEEWR) and Centrelink
This audit’s objective was to form an opinion on the administrative effectiveness of
the arrangements between DEEWR (previously DEWR) and Centrelink for the delivery of
working age employment services under the Business Partnership Agreement (BPA).
The ANAO examined agencies’ development, implementation and maintenance
of the BPA, and whether current governance and coordination arrangements were
conducive to management of risks, measurement of performance and ongoing program
improvement. In summary, the audit recommended that:
• governance arrangements and information supporting the BPA between DEEWR and
Centrelink are strengthened
• DEEWR and Centrelink’s accountability of financial management under the BPA is
improved
• DEEWR and Centrelink work jointly to achieve more transparent and cohesive
business assurance and risk management practices under the BPA
• the performance framework and performance reporting under the 2006–09 BPA is
strengthened, and DEEWR and Centrelink should work collaboratively to complete
and enhance its suite of Key Performance Indicators.
Centrelink agreed with the recommendations and continues to work with DEEWR on
progressing the broader issues highlighted in the report. Centrelink is incorporating
many of the recommendations as part of negotiating the new arrangements that will
replace BPAs as a result of direct appropriation from 1 July 2009.
Report 5 of 2008–09, tabled September 2008
The Senate Order for Departmental and Agency Contracts (Calendar Year 2007
Compliance—Cross Agency audit)
This audit’s objective was to assess whether all agencies compiled internet listings
as required by the Senate Order, and to examine the appropriateness of the use, by
selected agencies, of confidentiality provisions.
Centrelink annual report 2008–09
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Appendix 5: Australian National Audit Office activity
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Specifically, the audit examined information reported in agencies’ 2007 calendar year
listing and involved a desktop review of the internet sites of 96 agencies. As well, a
detailed examination was undertaken in six agencies, of which Centrelink was one.
The ANAO recommended agencies implement review measures to assess the
appropriateness of decisions to include confidentiality provisions in contracts and
provide suitable feedback to staff involved in procurement.
Centrelink agreed with the ANAO’s recommendation and in 2008–09 started to review all
‘live’ contracts containing confidentiality provisions. Centrelink is taking corrective action
where necessary, and providing feedback to staff involved in procurement. Centrelink is
also continuing to deliver targeted training on the use of confidentiality provisions.
Report 7 of 2008–09, tabled October 2008
Centrelink’s Tip-off System
This audit’s objective was to examine the efficiency and effectiveness of the
administration of the tip-off system, including Centrelink’s management of privacy
issues related to the tip-off management process.
The audit examined Centrelink’s management of the tip-off process by looking at the
fraud tip-off line and the privacy of callers and customers.
As part of assessing the effectiveness and efficiency of Centrelink’s administration of
the tip-off system, the ANAO also examined Centrelink’s compliance review and fraud
investigation processes, which are the mechanisms for identifying and raising debts
against customers. In summary, the audit recommended that Centrelink:
• determine a policy and implement a timeframe after which information contained
in a tip-off that requires no further action, is permanently deleted from Centrelink’s
Tip-off Recording System
• revise the Fraud Investigation Manual to mitigate the risk of fraud investigators
unnecessarily contacting customers
• ensure protection of customers’ privacy and informants’ safety during compliance
reviews and fraud investigations
• develop and maintain budgetary funding details and accurately identify and attribute
all material costs associated with the tip-off process
• work with several policy departments to improve the reliability of savings figures
required for reporting purposes.
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Report 14 of 2008–09, tabled December 2008
Audits of the Financial Statements of Australian Government Entities for the Period
Ended 30 June 2009
The ANAO reported three moderate control weaknesses in the interim phase of the
2007–08 audit. These related to:
• delegation levels configured within the Debt Management Information System
not being aligned with the authority limits delegated to debt officers by the Chief
Executive Officer to waive or write-off debt
• users having inappropriate access to update benefit payment data.
Centrelink advised that revised delegations that align with authority levels have been
approved. These changes took effect in December 2008. Centrelink also advised
that access levels and user groups have been reviewed and that no instances of
inappropriate update access have been identified. The ANAO will review these actions
as part of the 2008–09 financial statements audit.
Report 22 of 2008–09, tabled February 2009
Centrelink’s Complaints Handling System
This audit’s objective was to review the effectiveness and efficiency of Centrelink’s
customer feedback system and the progress Centrelink had made in implementing the
recommendations of the ANAO’s 2004–05 audit and the subsequent Joint Committee
of Public Accounts and Audit (JCPAA) inquiry.
The ANAO found that Centrelink had implemented 10 of the 12 2004–05 audit
recommendations (partially implementing the remaining two) and the three JCPAA
recommendations. The ANAO noted that Centrelink’s customer feedback system
provides for, and demonstrates, the characteristics of better practice such as
accessibility, responsiveness and objectivity.
The ANAO also noted that while Centrelink has improved its customer feedback system,
there are areas of complaints management that could be further developed to improve
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Centrelink agreed with the recommendations and findings of the audit of its tip-off
recording program and is taking action to implement them. The tip-off recording
program is a valuable tool in Centrelink’s fraud and compliance programs and
Centrelink values the input from the ANAO to improve these programs.
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service delivery and also provide Centrelink with a greater understanding of customer
expectations, including:
• measuring and monitoring customer awareness of the complaints handling system to
assess the impact of communication strategies
• analysing and using survey information to better understand the customer/staff
behaviours underpinning feedback
• using the Integrated Customer Feedback Database (or similar) as a central
repository of customer feedback to enable better quality assurance coverage and
comprehensive records for internal and external reporting purposes.
Centrelink agreed with the ANAO’s recommendations and is taking action to
implement them.
Report 25 of 2008–09, tabled March 2009
Green Office Procurement and Sustainable Office Management Follow-up Audit—
Cross Agency audit
This audit’s objective was to assess and report on the progress being made by
63 government agencies, and nine in particular (including Centrelink), in achieving
better practice in green office procurement and sustainable office management.
In summary, the audit made seven recommendations and stated that where agencies
have not already done so, they should:
• strengthen the quality and consistency of environmental management systems to
ensure that their system has quantifiable objectives that reflect better practices and
has sustainability goals
• improve the energy efficiency of information and communications technology
equipment
• improve sustainability practices in waste management
• improve water conservation
• reduce energy consumption and improve compliance with government policy
• improve the sustainability of Australian Government operations in consultation with
the Department of the Environment, Water, Heritage and the Arts
• enhance the consistency and comprehensiveness of the annual reporting required
under Section 516A of the Environmental Protection and Biodiversity Conservation
Act 1999.

» 229 «
Report 46 of 2008–09, tabled June 2009
Business Continuity Management and Emergency Management in Centrelink Follow-up
This audit’s objective was to assess the current status of business continuity
management and emergency management arrangements in Centrelink and
identify opportunities for improvement, and review Centrelink’s response to the
recommendations and suggestions of the previous audit.
In summary, the audit made five recommendations, and stated that where Centrelink
has not already done so, it should:
• improve the governance arrangements for business continuity management in
Centrelink
• identify key business processes and provide for regular comparative assessment of
maximum allowable outage periods
• develop and promulgate a business continuity plan template and require business
units to develop business continuity plans
• endorse an annual program of scheduled testing for business continuity plans
• develop performance measures against which business continuity management
preparations and responses can be regularly monitored and assessed.
Centrelink agreed with the ANAO’s recommendations in the report.
Continuing ANAO audits
As well as the ANAO audits tabled in 2008–09, Centrelink contributed to a number of
audits that will continue after 30 June 2009. These are:
• Emergency Management in Centrelink—Follow-up
• Implementation of Stage 1 of the Child Support Scheme Reforms
• Cross Portfolio Audit of Youth Allowance
• Senate Order for Departmental and Agency Contracts
• Liquid Propane Gas
• Government Information and Advertising Campaigns—as required.
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The audit acknowledged Centrelink’s performance in environmental management.
Centrelink agreed with all the ANAO’s recommendations, noting that
Recommendation 1 is already current practice in Centrelink.
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ANAO liaison
The Audit, Governance and Assurance Division continues to work closely with the ANAO
on developing and coordinating the contribution of Centrelink divisions and branches
to the ANAO’s audit activities and monitors the implementation of recommendations
from ANAO audit reports. Centrelink has a collaborative and productive relationship
with the ANAO and welcomes the audit and assurance activities undertaken by the
ANAO. Additionally, the ANAO Better Practice guides are considered useful resources for
Centrelink to assist with improving business practices.
Joint Committee of Public Accounts and Audit
The Joint Committee of Public Accounts and Audit is required by the Public Accounts
and Audit Committee Act 1951 to examine all Auditor-General reports that are tabled
in the Parliament. The joint committee’s review procedures are built around a series of
public hearings, at which evidence is provided by agencies who have been the subject
of recent ‘significant’ audit findings.
On 16 March 2009, Centrelink attended a hearing to respond to joint committee
reviews of ANAO Audit Report No. 4, The Business Partnership Agreement Between
the Department of Education, Employment and Workplace Relations (DEEWR) and
Centrelink and ANAO Audit Report No. 7, Centrelink’s Tip-Off System.
On 25 August 2008, the joint committee issued Report No. 412, Audit Reports
reviewed during the 41st Parliament. Centrelink responded to the joint committee on
17 May 2009.
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Section 8 of the Freedom of Information Act 1982 (the FOI Act) requires each
Australian Government department or agency to publish a statement setting out its
roles, structure and functions, its arrangements for persons outside the organisation
to participate in policy making or implementation, the documents it has available for
public inspection, and the procedures for gaining access to those documents. This
appendix, together with information in Chapter 4, Strengthening our customer focus in
line with government direction and on the Centrelink website at www.centrelink.gov.au
addresses those requirements.
Centrelink reports statistics on the handling of formal FOI requests to the Department
of the Prime Minister and Cabinet quarterly and annually. These are reported on their
website at www.pmc.gov.au
Functions
The broad functions of Centrelink are described in Chapter 2 Corporate overview. The
Commonwealth legislation affecting Centrelink is listed at Appendix 1. A chart detailing
the Centrelink organisational structure is at Appendix 3.
Arrangements for outside participation in policy development
Centrelink delivers a range of services on behalf of policy departments. Those
departments welcome suggestions from the public and encourage people to contribute
ideas about improvement to the department’s policies, programs and services.
Details of the public suggestions’ schemes can be found in the Centrelink information
publication A Guide to Payments and Services, available on the Centrelink website at
www.centrelink.gov.au
Customers can also provide feedback to Centrelink about its services, including
complaints, suggestions and compliments in several ways. Details of how to provide
this feedback are available at all Centrelink Customer Service Centres and Call
Centres, and on the Centrelink website at www.centrelink.gov.au
Categories of documents
Centrelink has a wide range of publications including booklets, posters and factsheets
containing detailed information about Centrelink’s payment and services. Publications
are available from Centrelink Customer Service Centres, by calling Centrelink, or on the
Centrelink website at www.centrelink.gov.au
Centrelink annual report 2008–09
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Appendix 6: Reporting under the Freedom of Information Act 1982
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Centrelink’s statement under Section 9 of the FOI Act was updated in September 2008
and is available on the National Archives of Australia website at www.naa.gov.au
People can enquire about or request documents listed on the Section 9 statement by
calling Centrelink, visiting any Centrelink Customer Service Centre, or writing to the
Centrelink FOI Team Leader at:
Freedom of Information Team
Privacy and Information Access Section
Centrelink
PO Box 542
CHARLESTOWN NSW 2290
In line with Section 8 of the FOI Act, the following types of documents are held by
Centrelink and are available, subject to specific exemption provisions under the FOI Act:
• papers and records relating to internal administration, statistical records, as well as
records relating to human and financial resource management
• ministerial documents and general correspondence
• policy documents, including procedural instructions, recommendations and decisions
• legal documents, including requests for legal advice, advice given and other legal
matters
• documents and records relating to program administration, including customer
records, investigation documents and appeal documents
• tender documents
• copies of instruments of delegations and authorisation given to Centrelink employees
• papers relating to meetings (agenda, minutes and reports)
• statistical reports and analysis documents and records.
Facilities for obtaining access to documents held by Centrelink
The FOI Act provides people with a legally enforceable right of access to documents
held by Centrelink. Many documents are available on request, in full or in part.
Centrelink Customer Service Advisers at Customer Service Centres can provide
customers with a range of documents that contain their personal information
outside the formal provisions of the FOI Act. They can also assist a person to make
a formal FOI request. Formal requests for access to documents must be in writing. A
Centrelink form I want to access or change documents is available at any Centrelink
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Generally there are no application fees or processing charges for a person seeking
access to documents about their own income support payment.
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Customer Service Centre or on the Centrelink website at www.centrelink.gov.au
A letter, fax or statement over the counter at any Centrelink Customer Service
Centre is also acceptable.
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Appendix 7: Centrelink Customer Satisfaction Survey Program and
activities in 2008–09
Participation in surveys conducted for Centrelink is voluntary. Market research
companies conduct all of these surveys. The companies provide Centrelink with an
aggregated report of results ensuring that no individual response can be identified and
that no individual will ever be identified in the research results provided to Centrelink.
Research companies are given customer details (such as name, gender, main payment
type, address and phone number). Phone interviews are conducted with current
customers aged 16 years or older, but exclude those:
• with a silent phone number
• with a mobile phone only or no phone
• in prison, hospital, hostels or nursing homes
• who do not want to participate in research
• who may have special privacy needs.
Customers who have said they do not want to participate in the research are excluded
for the next 12 months and those who complete a survey are excluded for the following
four months. A quota (or ceiling) is used to ensure that customers from a single
payment type do not overwhelm the sample. Survey results are weighted to reflect the
views of the customers within the respective survey populations.
National Customer Survey
The National Customer Survey is run annually with a random selection of around 1850
current customers. All major customer segments are represented in the survey. Recent
contact with Centrelink is not a requirement to participate in the survey.
To ensure that a good cross-section of customers is achieved, there is a target of
150 completed interviews for each customer group, except Special Benefit payment
and Seniors Health Care Card where there is a target of 100 completed interviews for
each. As this means that some segments are under or over-represented compared with
their incidence in the population at large, responses are weighted to reflect the actual
representation of each customer segment in the total Centrelink customer population.
The survey measures perceptions of overall service quality and tests performance
against a range of image attributes and service elements that customers have
identified as being important.
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The Customer Service Centre Customer Survey targets customers who have
recently visited a Centrelink Customer Service Centre and measures their
perceptions of the quality of service they received. The survey runs continuously,
completing around 60 900 interviews each year. There is a target of 200 completed
interviews for each Customer Service Centre over a 12-month period.
Results are weighted at the Customer Service Centre level to reflect the actual number
and type of customers who visit each individual site.
Call Centre Customer Satisfaction Survey
The Call Centre Customer Satisfaction Survey targets a random selection of current
customers who have recently phoned Centrelink and measures their perception of the
quality of service they received.
This survey runs continuously, completing around 24 130 interviews a year, aiming to
survey a minimum of 680 multilingual and Indigenous customers for each business line
in the Call Centre. Results are weighted to the number and type of customers who have
phoned a Call Centre in the period.
Top Level Customer Satisfaction Result
The 2008–09 top level customer satisfaction result is measured by weighted targeted
program line results from the Call Centre and Customer Service Centre Satisfaction
Survey results respectively.
Calculation Rule: (A/100 x 33.33) + (B/100 x 33.33) + (C/100 x 33.33)
• Measure Item A = Family and Child Care Business Line index of customer
satisfaction with Centrelink services
• Measure Item B = Seniors, Carers and Rural Business Line index of customer
satisfaction with Centrelink services
• Measure Item C = Working Age Participation Business Line index of customer
satisfaction with Centrelink services.
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Customer Service Centre Customer Survey

Centrelink
Call Customer
Satisfaction

• measure performance against the targets in the
Centrelink Balanced Scorecard.

• measure performance against the key drivers of
customer satisfaction

• identify the level of overall customer satisfaction with
the quality of services provided by Call Centres

The main purpose of this survey was to:

• performance against a range of indicators for key
strategies under the customer goal in the Centrelink
Balanced Scorecard.

• performance against the commitments made in
the Customer Charter that can be influenced at the
Centrelink Customer Service Centre level

The consultant only
conducts interviews with
Call Centre customers
aged 16 years or over.

Respondents were
randomly selected from a
census of all customers
aged 16 years and over
who phoned a Call Centre
within the previous
week and had a DOC (a
written summary of the
interaction) completed on
the customer record.

The survey aimed to
contact current Centrelink
• overall customer satisfaction with the quality of services customers, aged 16 years
provided by Centrelink Customer Service Centres on the and over and living in
Australia, and who had
customer’s last visit
been into a Centrelink
• performance against the key drivers of customer
Customer Service Centre
satisfaction with Centrelink Customer Service Centre
in the past week or two.
service quality

Customer Service
Centre Customer
Satisfaction

The main purpose of this survey was to measure and
monitor:

Objectives

Survey title

In 2008–09, the overall Call Centre satisfaction
result was 90.1 per cent. This compares to 90 per
cent in 2007–08.

The Call Centre Customer Satisfaction Surveys
provide results for the 25 Centrelink Call Centres,
including Multilingual, Rural, and Indigenous Call
Centres. Survey results are presented on a site,
queue and national level.

In 2008–09, the overall Customer Service Centre
Satisfaction Survey result was 86.8 per cent. This
compares to 85.5 per cent in 2007–08.

Target audience/s
Summary of findings
and sample size

Table 31: Summary of Centrelink customer satisfaction survey activities and findings 2008–09
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Objectives

The research had three main objectives:
• to better understand customers expectations of
Centrelink during the complaints handling process
• to identify the priorities for improvement based on the
customer’s experience of the process
• to assist with improving service processes to deliver a
customer experience, which ensures that complaints
are handled in accordance with customer expectations.
The survey focused on evaluating the customer’s
experience when making a complaint, the solution offered
by Centrelink to the customer’s issue or problem, and the
customer’s general perceptions of the complaint process.

The overarching goal of the National Customer Survey was
to evaluate Centrelink’s corporate image, reputation and
service delivery among customers. Key objectives were to:
• assess customer perceptions of Centrelink’s corporate
image and reputation
• monitor the overall quality of Centrelink’s service
delivery
• determine customer views on key and emerging issues
(such as usage of different service delivery channels)
• provide information on specific image and service
measures to be used for performance reporting across
the organisation.

Survey title

Customer
Experience of
Complaints Handling

National Customer
Survey

Key findings of the 2008 survey were:
• Customer satisfaction with the quality of
Centrelink’s people, services and information
was 86 per cent, showing an increase from the
level of satisfaction recorded in the previous year
(84 per cent, December 2007)
• Centrelink maintained high ratings from
customers in terms of being seen as ‘polite and
friendly’ (91 per cent)
• Customer satisfaction with timely and consistent
advice was least positive in the areas of
employees ‘serving them promptly and not
waiting too long’ (65 per cent), particularly among
education, employment and disability customers
(57 per cent)
• Centrelink continued to receive high ratings
for ‘giving information that is up-to-date and
accurate’ (89 per cent), ‘first payment received
promptly’ (91 per cent), and ‘information
discussed when you visit a Centrelink office is
simple and easy to understand’ (85 per cent).

The survey aims to
contact current Centrelink
customers whether or
not they have had recent
contact with Centrelink.
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In 2008–09 Centrelink carried out two postcomplaints surveys of customers who had made a
complaint to Centrelink between January 2009 and
June 2009.
In both surverys, approximately 50 per cent (51
per cent in March 2009 and 50 per cent in June
2009) of customers were satisfied with the overall
complaint handling experience. This compares to
previous survey results—43 per cent in April 2008
and 41 per cent in October 2006.

Respondents were
customers who made
complaints that were
recorded in Centrelink’s
Customer Relations Unit
database.

Target audience/s
Summary of findings
and sample size
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Appendix 8: International visits to Centrelink
Table 32: International visits to Centrelink
Date

Delegation

Areas of interest

June 2009

New Zealand Ministry of Justice

Sydney—Entitlement process

June 2009

Indonesian Ministry of Manpower and
Transmigration

National Support Office, Concept
Office—Centrelink service model

May 2009

Deputy Mayor of Shanghai, and
Shanghai Municipal Human Resources
and Social Security Bureau

Marrickville Customer Service Centre—
Overview of Centrelink

May 2009

The Right Honourable James Purnell
MP—United Kingdom Secretary of State
for Work and Pensions

Bankstown Customer Service Centre—
Unemployment issues

May 2009

Fiji—Pacific Governance Partnership
Agreement

National Support Office—Performance
based pay

April 2009

United Arab Emirates Future Leaders
Program

National Support Office—Goal of
Centrelink, service delivery strategies

March 2009

Canada—Mr Bill Crosbie, Assistant
Deputy Minister, Department of Foreign
Affairs and International Trade

National Support Office—Centrelink’s
emergency response

February 2009

United Kingdom Ministry of Revenue
and Customs—Mr Richard Summersgill

Liverpool Call, Liverpool Customer
Service Centre—Family Tax Benefit

December 2008

China—Economic Reform Department
of National Development Reform
Commission

West Victoria—Overview of Centrelink
and employment services

December 2008

Vietnamese Ministry of Health

National Support Office—Role of
Centrelink in assisting mentally and
physically challenged people

November 2008

Korean Ministry of Health and Welfare

National Support Office, Concept Office,
Campsie Customer Service Centre—
Information and communication
technology

October 2008

Korea—government officials from
Gyeongbuk province

Sydney—Service delivery for job
seekers

October 2008

Korean Ministry of Health and Welfare

Campsie Customer Service Centre—
Overview of Centrelink

October 2008

Service Canada

National Support Office, Concept
Office—Identification and authentication

October 2008

AusAID Mongolian Delegation

National Support Office—Leadership
and human resources development

October 2008

Korean Research Institute for Vocational
Education and Training

Springvale Customer Service Centre—
Job Network
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Delegation

Areas of interest

October 2008

United Kingdom—Department of Work
and Pensions

Sydney, Gosford Customer Service
Centre, Gosford Call Business process
design—Information and communication
technology

Canada—Service Canada
United States—Social Security
Administration
New Zealand—Ministry of Social
Development
October 2008

Indonesian Bureaucratic Reform

National Support Office—Service
standards, feedback mechanisms

October 2008

Hong Kong Home Affairs Bureau

National Support Office—Service
delivery for the family unit

September 2008

Japan—Professor Miyamoto

Mt Druitt Customer Service Centre—Job
Seeker Classification Index and Job
Capacity Assessments

September 2008

Swedish Parliamentary Council on
Social Insurance

Concept Office, Liverpool Call—
Multicultural services

August 2008

South Africa Social Security Agency

National Support Office—Concept Office

August 2008

Service Canada—Madame Helene
Gosselin, Deputy Head

National Support Office, Concept
Office, Cairns Customer Service Centre,
Liverpool Call—Multicultural services

August 2008

New Zealand—Mr Darren Hughes,
Associate Minister for Social
Development and Employment

Cairns Customer Service Centre, Youth
Pathways—Youth servicing

August 2008

New Zealand—Inland Revenue Service

Sydney, Redfern Customer Service
Centre—Indigenous and multicultural
servicing

July 2008

New Zealand—Mr Darren Hughes,
Associate Minister for Social
Development and Employment

Liverpool Customer Service Centre,
Liverpool Call—Youth servicing

July 2008

Hong Kong Council of Social Services

National Support Office, Concept
Office—Operation of Centrelink

July 2008

New Zealand Ministry of Social
Development—Mr Graeme Carruthers

National Support Office, Internal
Audit—Audit best practice

July 2008

Indonesia—Mr Mohammad Najib—Local
Governance and Infrastructure in Aceh

North Central Victoria, Windsor
Customer Service Centre—Overview of
Centrelink
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Appendix 9: Advertising and research activity
Table 33: Advertising costs—media advertising agencies
Payee

Purpose

HMA Blaze

Advertising related to Financial
Information Service seminars

HMA Blaze

Advertising related to Indigenous
services

60 638

HMA Blaze

Advertising related to Call Centre
recruitment

607 248

HMA Blaze

Advertising related to graduate
recruitment

HMA Blaze

Advertising related to Drought Bus

HMA Blaze

Advertising related to Centrelink

Total

Amount ($)
283 276

33 346
272 681
1 809 979
3 067 168

Table 34: Costs associated with advertising
Payee

Purpose

Independent and General Pty Ltd

Advertising to the ethnic
community

48 959

RPH Australia

Advertising for the print
handicapped

33 019

SBS

Multicultural broadcasting

Total

Amount ($)

210 084
292 062
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Vendor
Andrews Marketing Group

2008–09 expenditure ($) Description
113 000 Communication research to
support changes to the ‘definition
of income’

Colmar Brunton Social Research

90 000 Supporting eServices for working
age customers

Colmar Brunton Social Research

95 000 Supporting eServices for ‘baby
boomers’

Cultural Partners Australia

77 000 Multicultural flagship product

Cultural Perspectives

33 000 BasicsCard communication
(translated materials)

Cultural Perspectives

83 000 Review BasicsCard
communication for customers and
merchants

DBM Consultants

54 737 Customer experience of
complaints handling 2009

DBM Consultants

80 354 National Customer Survey

DBM Consultants

297 750 Centrelink Call customer
satisfaction

DBM Consultants

851 570 Customer Service Centre
customer satisfaction

Inside Story Knowledge
Management

276 375 Giving our customers options
(communication research)

Instinct and Reason

140 000 Parent Pack research

Ipsos-Eureka Social Research
Institute
Market Access Consulting and
Research
ORC trading as NWC Opinion
Research

83 045 Communication research to
support families’ Budget changes
118 030 Communication research to
support Employment Services
Model and compliance changes
4250 Testing a Department of Human
Services portfolio product

Taylor Nelson Sofres Australia

42 100 eServices Concept Office—
evaluation

Taylor Nelson Sofres Australia

51 000 Brand check 2008–09

Urbis
Total

270 847 Communication research for the
same-sex relationship initiatives
2 761 058
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Table 35: Costs associated with market research organisations
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Appendix 10: Our people
The figures in the tables below relate to Australian Public Service employees as at
30 June 2009. They include employees on paid and unpaid leave and employees on
temporary performance at a higher level. They do not include figures for the Senior
Executive Service—for SES employees, see Table 59 Composition of Senior Executive
Service as at 30 June 2009 in Appendix 11 Employee remuneration.
Legend
F
M
F/T
P/T
O
N
SES
IT

=
=
=
=
=
=
=
=

Female
Male
Full-time
Part-time
Ongoing
Non-ongoing
Senior Executive Service
Information Technology

Table 36: Centrelink non-Senior Executive Service employees
Total

F

M

O

N

Executive Level 2

587

292

295

554

Executive Level 1

1 408

794

614

1 296

33

578

9

112

1401

7

APS 6

3 144

1 966

1 178

2 765

379

3123

21

APS 5

3 177

2 123

1 054

2 698

APS 4

13 118

9 917

3 201

8 801

479

3145

32

4 317

13 038

80

APS 3

3 419

2 496

923

3 041

APS 2

256

167

89

193

378

2 255

1 164

63

176

80

APS 1

196

138

58

145

51

95

101

Passport Information
Service Operator
(APS 2/3)

102

70

32

67

35

63

39

Trainees/Cadets/
Graduates

23

13

10

23

0

23

0

Professional 3
(Executive Level 2)

48

37

11

45

3

48

0

Professional 2
(Executive Level 1)

363

279

84

295

68

360

3

1 116

956

160

731

385

927

189

IT (Executive Level 2)

102

23

79

97

5

101

1

IT (Executive Level 1)

274

61

213

261

13

274

0

IT Practitioner
(APS 5 and 6)

450

99

351

439

11

449

1

8

5

3

8

0

8

0

Professional 1
(APS 5 and 6)

Public Affairs 4
(Executive Level 2)

F/T

P/T
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F

M

F/T

P/T

O

N

27

19

8

24

3

25

2

Public Affairs 2 (APS 6)

37

29

8

33

4

32

5

Public Affairs 1
(APS 4 and 5)

18

14

4

15

3

13

5

27 873

19 498

8 375

21 531

6 342

26 134

1 739

Total

F

M

F/T

P/T

O

N

Executive Level 2

431

213

218

404

27

423

8

Executive Level 1

907

466

441

822

85

902

5

APS 6

992

589

403

870

122

982

10

APS 5

640

387

253

561

79

628

12

APS 4

430

296

134

372

58

406

24

APS 3

150

82

68

125

25

123

27

APS 2

16

4

12

6

10

11

5

Total

Table 37: National Support Office

APS 1

8

8

0

8

0

8

0

Passport Information
Service Operator
(APS 2/3)

3

3

0

3

0

3

0

Trainees/Cadets/
Graduates

13

6

7

13

0

13

0

Professional 3
(Executive Level 2)

14

11

3

12

2

14

0

Professional 2
(Executive Level 1)

32

22

10

28

4

32

0

Professional 1
(APS 5 and 6)

38

34

4

36

2

28

10

102

23

79

97

5

101

1

IT (Executive Level 2)
IT (Executive Level 1)

273

60

213

260

13

273

0

IT Practitioner
(APS 5 and 6)

447

98

349

437

10

446

1

Public Affairs 4
(Executive Level 2)

8

5

3

8

0

8

0

Public Affairs 3
(Executive Level 1)

26

19

7

23

3

24

2

Public Affairs 2 (APS 6)

36

28

8

32

4

31

5

Public Affairs 1
(APS 4 and 5)

16

12

4

14

2

12

4

4 582

2 366

2 216

4 131

451

4 468

114

Total
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Public Affairs 3
(Executive Level 1)

Total
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Table 38: Call Centre network
Total

F

M

F/T

P/T

O

N

Executive Level 2

39

18

21

37

2

39

0

Executive Level 1

97

62

35

90

7

97

0

APS 6

490

334

156

416

74

489

1

APS 5

193

140

53

152

41

193

0

APS 4

2 870

2 226

644

1 538

1 332

2 870

0

APS 3

1 544

1 118

426

1 414

130

1 221

323

APS 2

23

21

2

22

1

23

0

Passport Information
Service Operator
(APS 2/3)

32

18

14

32

0

32

0

Professional 3
(Executive Level 2)

2

2

0

2

0

2

0

Professional 2
(Executive Level 1)

27

18

9

15

12

27

0

Professional 1
(APS 5 and 6)

36

32

4

22

14

33

3

IT Practitioner
(APS 5 and 6)

1

1

0

1

0

1

0

5 354

3 990

1 364

3 741

1 613

5 027

327

F

M

F/T

P/T

O

N

Total

Table 39: Participation Solutions
Total
Executive Level 1

14

10

4

14

0

14

0

APS 6

20

14

6

18

2

20

0

APS 5

97

72

25

77

20

97

0

APS 4

335

258

77

241

94

332

3

APS 3

65

42

23

62

3

50

15

Professional 3
(Executive Level 2)

1

1

0

1

0

1

0

Professional 2
(Executive Level 1)

4

3

1

4

0

4

0

Professional 1
(APS 5 and 6)

7

6

1

3

4

6

1

543

406

137

420

123

524

19

Total
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Total

F

M

F/T

P/T

O

N

Executive Level 2

17

7

10

16

1

17

0

Executive Level 1

38

15

23

36

2

38

0

APS 6

478

274

204

409

69

475

3

APS 5

427

272

155

367

60

426

1

APS 4

1 962

1 383

579

1 392

570

1 958

4

APS 3

58

44

14

47

11

58

0

APS 2

14

9

5

11

3

14

0

APS 1

5

4

1

3

2

5

0

Trainees/Cadets/
Graduates

1

1

0

1

0

1

0

3 000

2 009

991

2 282

718

2 992

8

Total

Table 41: Area Central and Northern Queensland
Total

F

M

F/T

P/T

O

N

Executive Level 2

7

7

0

7

0

7

0

Executive Level 1

19

15

4

18

1

19

0

APS 6

73

46

27

70

3

71

2

APS 5

105

82

23

92

13

104

1

APS 4

399

349

50

290

109

395

4

APS 3

135

115

20

115

20

74

61

APS 2

12

9

3

12

0

12

0

APS 1

24

21

3

11

13

9

15

Passport Information
Service Operator
(APS 2/3)

1

1

0

0

1

1

0

Professional 3
(Executive Level 2)

2

2

0

2

0

2

0

Professional 2
(Executive Level 1)

16

14

2

13

3

15

1

Professional 1
(APS 5 and 6)

44

37

7

37

7

38

6

837

698

139

667

170

747

90

Total
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Table 40: Business Integrity
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Table 42: Area Hunter New South Wales
Total

F

M

F/T

P/T

O

N

Executive Level 2

5

2

3

5

0

5

0

Executive Level 1

25

15

10

25

0

25

0

APS 6

75

56

19

67

8

74

1

APS 5

150

108

42

121

29

149

1

APS 4

513

404

109

330

183

511

2

APS 3

93

63

30

80

13

67

26

APS 1

3

3

0

2

1

2

1

Trainees/Cadets/
Graduates

3

2

1

3

0

3

0

Professional 3
(Executive Level 2)

2

1

1

2

0

2

0

Professional 2
(Executive Level 1)

19

17

2

17

2

19

0

Professional 1
(APS 5 and 6)

76

64

12

43

33

59

17

964

735

229

695

269

916

48

Total

Table 43: Area North Central Victoria

Executive Level 2
Executive Level 1

Total

F

M

F/T

P/T

O

N

5

3

2

3

2

5

0

34

21

13

30

4

34

0

APS 6

100

58

42

85

15

98

2

APS 5

118

79

39

98

20

117

1

APS 4

542

387

155

376

166

535

7

APS 3

90

67

23

83

7

23

67

APS 2

12

9

3

10

2

12

0

APS 1

8

8

0

8

0

1

7

Passport Information
Service Operator
(APS 2/3)

2

2

0

2

0

0

2

Professional 3
(Executive Level 2)

3

2

1

3

0

3

0

Professional 2
(Executive Level 1)

15

12

3

12

3

15

0

Professional 1
(APS 5 and 6)

78

68

10

39

39

56

22

IT Practitioner
(APS 5 and 6)

1

0

1

0

1

1

0

1 008

716

292

749

259

900

108

Total
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Total

F

M

F/T

P/T

O

N
0

Executive Level 2

9

2

7

8

1

9

Executive Level 1

25

18

7

25

0

25

0

APS 6

49

35

14

47

2

49

0

APS 5

78

57

21

73

5

77

1

APS 4

175

149

26

144

31

175

0

APS 3

108

82

26

93

15

105

3

APS 2

5

5

0

5

0

3

2

APS 1

12

9

3

4

8

3

9

Trainees/Cadets/Graduates

6

4

2

6

0

6

0

Professional 3
(Executive Level 2)

1

1

0

1

0

1

0

Professional 2
(Executive Level 1)

14

12

2

14

0

14

0

Professional 1
(APS 5 and 6)

25

19

6

23

2

24

1

1

0

1

1

0

1

0

508

393

115

444

64

492

16

Total

F

M

F/T

P/T

O

N

5

4

1

5

0

5

0

Public Affairs 3
(Executive Level 1)
Total

Table 45: Area Pacific Central

Executive Level 2
Executive Level 1

20

13

7

20

0

20

0

APS 6

68

47

21

62

6

67

1

APS 5

109

75

34

84

25

106

3

APS 4

386

280

106

277

109

386

0

APS 3

28

20

8

22

6

11

17

APS 2

26

15

11

8

18

3

23

APS 1

1

0

1

1

0

1

0

Professional 3
(Executive Level 2)

3

2

1

3

0

3

0

Professional 2
(Executive Level 1)

16

14

2

11

5

16

0

Professional 1
(APS 5 and 6)

66

54

12

41

25

56

10

Public Affairs 2 (APS 6)

1

1

0

1

0

1

0

Public Affairs 1
(APS 4 and 5)

1

1

0

0

1

0

1

730

526

204

535

195

675

55

Total

Centrelink annual report 2008–09

Chapter 9: Appendices

Table 44: Area North Australia
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Table 46: Area South Australia
Total

F

M

F/T

P/T

O

N

Executive Level 2

6

1

5

6

0

6

0

Executive Level 1

24

14

10

23

1

24

0

APS 6

107

69

38

90

17

107

0

APS 5

146

107

39

107

39

144

2

APS 4

601

463

138

381

220

595

6

APS 3

85

59

26

73

12

65

20

APS 2

26

14

12

21

5

14

12

APS 1

12

7

5

9

3

9

3

Professional 3
(Executive Level 2)

2

1

1

2

0

2

0

Professional 2
(Executive Level 1)

25

21

4

20

5

25

0

Professional 1
(APS 5 and 6)

78

62

16

41

37

59

19

1 112

818

294

773

339

1 050

62

F

M

F/T

P/T

O

N

Total

Table 47: Area South and East Queensland
Total
Executive Level 2

9

5

4

9

0

9

0

Executive Level 1

20

11

9

18

2

20

0

APS 6

61

39

22

56

5

60

1

APS 5

113

84

29

98

15

113

0

APS 4

541

425

116

370

171

535

6

APS 3

45

28

17

42

3

29

16

APS 2

4

4

0

4

0

0

4

APS 1

3

1

2

2

1

0

3

Professional 3
(Executive Level 2)

2

2

0

1

1

2

0

Professional 2
(Executive Level 1)

24

18

6

21

3

24

0

Professional 1
(APS 5 and 6)

72

59

13

49

23

64

8

894

676

218

670

224

856

38

Total

» 249 «
Total

F

M

F/T

P/T

O

N

Executive Level 2

10

6

4

10

0

10

0

Executive Level 1

32

27

5

31

1

32

0

APS 6

96

68

28

90

6

96

0

APS 5

111

71

40

92

19

109

2

APS 4

599

448

151

424

175

597

2

APS 3

73

55

18

60

13

32

41

APS 2

26

14

12

20

6

26

0

APS 1

23

10

13

20

3

15

8

Professional 3
(Executive Level 2)

1

1

0

1

0

1

0

Professional 2
(Executive Level 1)

19

13

6

16

3

18

1

Professional 1
(APS 5 and 6)

90

77

13

48

42

70

20

IT Practitioner
(APS 5 and 6)

1

0

1

1

0

1

0

1 081

790

291

813

268

1 007

74

F

M

F/T

P/T

O

N

Total

Table 49: Area South West New South Wales
Total
Executive Level 2

6

5

1

6

0

6

0

Executive Level 1

14

11

3

14

0

13

1

APS 6

59

41

18

57

2

59

0

APS 5

110

71

39

95

15

107

3

APS 4

336

268

68

238

98

332

4

APS 3

122

100

22

98

24

60

62

APS 2

4

4

0

1

3

2

2

Professional 3
(Executive Level 2)

1

0

1

1

0

1

0

Professional 2
(Executive Level 1)

16

12

4

9

7

15

1

Professional 1
(APS 5 and 6)

51

43

8

33

18

45

6

719

555

164

552

167

640

79

Total

Centrelink annual report 2008–09

Chapter 9: Appendices

Table 48: Area South East Victoria
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Table 50: Area South and West Queensland
Total

F

M

F/T

P/T

O

N

Executive Level 2

5

2

3

5

0

5

0

Executive Level 1

19

15

4

17

2

19

0

APS 6

67

49

18

62

5

67

0

APS 5

114

89

25

106

8

113

1

APS 4

515

405

110

389

126

512

3

APS 3

92

74

18

78

14

80

12

APS 2

15

9

6

12

3

12

3

APS 1

37

29

8

28

9

17

20

Professional 3
(Executive Level 2)

3

2

1

3

0

3

0

Professional 2
(Executive Level 1)

23

20

3

21

2

23

0

Professional 1
(APS 5 and 6)

77

64

13

55

22

67

10

967

758

209

776

191

918

49

F

M

F/T

P/T

O

N

Total

Table 51: Area Sydney East
Total
Executive Level 2

10

6

4

10

0

9

1

Executive Level 1

30

23

7

26

4

29

1

APS 6

74

43

31

68

6

74

0

APS 5

153

100

53

141

12

152

1

APS 4

609

440

169

453

156

608

1

APS 3

127

96

31

99

28

24

103

APS 2

8

1

7

5

3

8

0

Professional 3
(Executive Level 2)

2

2

0

2

0

2

0

Professional 2
(Executive Level 1)

24

16

8

21

3

24

0

Professional 1
(APS 5 and 6)

90

83

7

60

30

85

5

1 127

810

317

885

242

1 015

112

Total
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Total

F

M

F/T

P/T

O

N

Executive Level 2

7

4

3

7

0

7

0

Executive Level 1

23

13

10

22

1

23

0

APS 6

59

40

19

54

5

59

0

APS 5

130

92

38

115

15

130

0

APS 4

670

517

153

494

176

669

1

APS 3

89

67

22

85

4

35

54

APS 2

11

7

4

10

1

11

0

APS 1

31

19

12

29

2

13

18

Professional 3
(Executive Level 2)

2

2

0

2

0

2

0

Professional 2
(Executive Level 1)

25

22

3

22

3

25

0

Professional 1
(APS 5 and 6)

94

85

9

76

18

79

15

1 141

868

273

916

225

1 053

88

Total

F

M

F/T

P/T

O

N

Executive Level 2

7

2

5

7

0

7

0

Executive Level 1

14

9

5

14

0

14

0

APS 6

105

60

45

88

17

105

0

APS 5

129

81

48

95

34

128

1

APS 4

525

374

151

361

164

517

8

APS 3

169

119

50

163

6

85

84

APS 2

38

30

8

33

5

10

28

Total

Table 53: Area Tasmania

APS 1

9

5

4

3

6

2

7

52

37

15

18

34

27

25

Professional 3
(Executive Level 2)

2

1

1

2

0

2

0

Professional 2
(Executive Level 1)

10

7

3

8

2

10

0

Professional 1
(APS 5 and 6)

41

35

6

22

19

34

7

1

1

0

1

0

1

0

1 102

761

341

815

287

942

160

Passport Information
Service Operator
(APS 2/3)

IT (Executive Level 1)
Total
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Table 52: Area Sydney West
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Table 54: Area West Australia
Total

F

M

F/T

P/T

O

N

Executive Level 2

5

2

3

5

0

5

0

Executive Level 1

34

24

10

34

0

34

0

APS 6

85

54

31

80

5

85

0

APS 5

150

98

52

135

15

148

2

APS 4

584

462

122

377

207

579

5

APS 3

178

145

33

158

20

108

70

APS 2

15

11

4

12

3

14

1

APS 1

20

14

6

17

3

10

10

Passport Information
Service Operator
(APS 2/3)

12

9

3

12

0

0

12

Professional 3
(Executive Level 2)

2

1

1

2

0

2

0

Professional 2
(Executive Level 1)

36

28

8

29

7

36

0

Professional 1
(APS 5 and 6)

78

66

12

50

28

65

13

1 199

914

285

911

288

1 086

113

Total

F

M

F/T

P/T

O

N

5

4

1

5

0

5

0

Total

Table 55: Area West Victoria

Executive Level 2
Executive Level 1

19

12

7

17

2

19

0

APS 6

86

50

36

76

10

86

0

APS 5

104

58

46

89

15

104

0

APS 4

526

383

143

354

172

526

0

APS 3

168

120

48

144

24

5

163

APS 2

1

1

0

1

0

1

0

Professional 3
(Executive Level 2)

2

2

0

2

0

2

0

Professional 2
(Executive Level 1)

18

10

8

14

4

18

0

Professional 1
(APS 5 and 6)

75

68

7

53

22

59

16

1

1

0

1

0

1

0

1 005

709

296

756

249

826

179

Public Affairs 1
(APS 4 and 5)
Total
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Non-Senior Executive Service remuneration arrangements
As at 30 June 2009, 26 656 non-Senior Executive Service employees were
covered by the Centrelink Agreement 2009–2011, and 1316 were on Australian
Workplace Agreements.
Centrelink Agreement 2009–2011
Table 56 shows the range of job classifications and salaries for employees covered
by the Centrelink Agreement 2009–2011.
Table 56: Salary ranges for employees covered by the Centrelink Agreement 2009–2011
Classification

Annual salary range ($) Additional pay range ($)

Executive Level 2

91 898–107 699

107 700–127 000

Executive Level 1

79 715–86 085

86 086–115 000

APS Level 6

62 268–73 509

73 510–88 000

APS Level 5

57 653–61 135

61 136–74 000

APS Level 4

51 686–57 652

57 653–66 000

APS Level 3

46 377–50 054

50 055–57 000

APS Level 2

40 718–45 152

45 153–51 000

APS Level 1

35 978–39 764

39 765–44 000

Executive Level 2 (Professional 3)

91 898–107 699

107 700–127 000

Executive Level 1 (Professional 2)

79 715–86 085

86 086–115 000

APS5/6 (Professional 1)

58 031–71 737

71 738–88 000

Executive Level 2 (Public Affairs 4)

104 213–109 539

109 540–127 000

Executive Level 1 (Public Affairs 3)

83 858–101 660

101 661–115 000

64 860–75 985

75 986–88 000

APS Level 6 (Public Affairs 2)

53 332–61 135

61 136–74 000

Executive Level 2 (IT)

91 898–107 699

107 700–140 000

Executive Level 1 (IT)

79 715–86 085

86 086–125 000

APS5/6 (IT Practitioner)

59 457–73 509

73 510–95 000

APS2/3 (APIS Operator)

40 718–50 054

50 055–57 000

APS Trainee (School-based
apprentice)

12 395–18 113

N/A

APS Trainee (Apprentice)

35 978

N/A

APS Trainee (Customer Service
apprentice)

38 195

N/A

APS4/5 (Public Affairs 1)
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Classification

Annual salary range ($) Additional pay range ($)

APS Trainee (IT apprentice)

35 978–40 718

N/A

Cadet APS

19 355–42 937

N/A

Graduate APS

46 377–51 686

N/A

Graduate APS (IT)

51 686–57 652

N/A

Australian Workplace Agreements
Table 57 shows indicative annual salary ranges by Australian Public Service classification
for non-Senior Executive Service Australian Workplace Agreements in 2008–09.
Table 57: Non-Senior Executive Service employees on Australian Workplace Agreements
Classification

Indicative annual salary range ($)

Executive Level 2

91 960–136 752

Executive Level 1

79 715–115 756

APS Level 6

62 268–85 237

APS Level 5

57 653–68 416

APS Level 4

51 686–64 157

APS Level 3

46 377–52 166

APS Level 2

40 718–41 108

APS Level 1

35 978–39 764

A small number of Australian Workplace Agreements include access to achievement
bonuses, which are linked to achievement of specific outcomes or deliverables within a
specified period. Achievement bonuses are individually negotiated and are not standard
arrangements. Table 58 includes achievement bonuses.
Table 58: Total amount of achievement bonuses for non-Senior Executive Service
employees on Australian Workplace Agreements
Aggregated
amount ($)

Number of employees
receiving achievement
bonus

Average bonus
paid
per employee ($)

Executive Level 2

92 706.26

20

4635.31

Executive Level 1

32 465.83

15

2164.38

5250.00

4

1312.50

2000.00

1

2000.00

132 424.09

40

3310.55

Classification

APS Level 6
APS Level 5
Total
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The remuneration arrangements for all Senior Executive Service (SES) employees are
provided through a Determination made under Section 24(1) of the Public Service Act
1999. Table 59 provides the composition of SES as at 30 June 2009.
Table 59: Composition of Senior Executive Service as at 30 June 2009
Classification

Female

SES Band 1

64

28

36

64

0

62

2

SES Band 2

14

6

8

14

0

0

0

SES Band 3
Total

Male Full-time

PartNonOngoing
time
ongoing

Total

3

2

1

3

0

0

0

81

36

45

81

0

62

2

These figures relate to the number of SES employees. They do not include employees
on temporary performance.
Salaries are determined by the Chief Executive Officer and are broadly within three
bands representing three classification levels. Table 60 outlines the salary range for
each classification.
Table 60: Salary range for Senior Executive Service classifications
Classification

Salary range ($)

SES Band 1

130 000–172 000

SES Band 2

160 000–210 000

SES Band 3

1

1 SES Band 3 salaries have not been included due to the small number of employees at that level.

SES employees are generally not entitled to performance bonuses. A small number of
SES employees have access to performance or achievement bonuses, which are linked
to specific outcomes or deliverables within a specified period. Table 61 provides details
of performance or achievement bonuses paid during 2008–09.
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Table 61: Performance pay and achievement bonuses for Senior Executive Service
employees
Classification

Aggregated
Number of employees
amount ($) receiving performance pay

Average bonus paid
per employee ($)

SES Band 1

5000

1

5000

SES Band 2

0

0

0

0

0

0

5000

1

5000

SES Band 3
Total
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The figures in the tables in this appendix relate to all employees as at 30 June 2009.
They include figures for Senior Executive Service employees.
Legend
F

=

Female

M

=

Male

I

=

Indigenous Australian (Aboriginal, Torres Strait Islander or both Aboriginal and Torres Strait Islander)

D

=

People with disability

L

=

People whose first language is a language other than English, or English and another language(s)

O

=

Ongoing

N

=

Non-ongoing
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Table 62: Equity and diversity groups
Total
O

F
N

O

M
N

O

I
N

O

D
N

O

L
N

O

N

Area Central
and Northern
Queensland

747

90

618

80

129

10

135

19

36

3

48

6

Area Hunter
New South
Wales

916

48

702

33

214

15

40

1

47

0

20

0

Area North
Central
Victoria

900

108

629

87

271

21

16

0

78

2

180

3

Area Northern
Australia

492

16

379

14

113

2

122

3

15

0

45

2

Area Pacific
Central

675

55

489

37

186

18

46

2

35

3

29

0

Area South
Australia

1 050

62

771

47

279

15

21

0

73

1

103

5

Area South
and East
Queensland

856

38

646

30

210

8

36

1

43

1

33

1

Area South
East Victoria

1 007

74

736

54

271

20

12

0

49

0

121

4

Area South
West New
South Wales

640

79

488

67

152

12

29

2

33

3

32

2

Area South
and West
Queensland

918

49

720

38

198

11

32

1

40

1

89

1

Area Sydney
East

1 015

112

724

86

291

26

19

3

54

0

262

16

Area Sydney
West

1 053

88

805

63

248

25

20

0

52

3

355

23

Area Tasmania

942

160

640

121

302

39

33

1

61

1

58

1

Area West
Australia

1 086

113

829

85

257

28

61

2

53

0

108

3

Area West
Victoria

826

179

577

132

249

47

17

0

35

0

98

0

2 992

8

2006

3

986

5

75

0

194

0

343

0

524

19

397

9

127

10

21

0

24

0

72

1

Business
Integrity
Participation
Solutions
Call Centre
Network

5 027

327 3 740

250 1 287

77

134

7

152

1

253

12

National
Support Office

4 547

116 2 321

81 2 226

35

90

2

172

2

501

4

26 213 1 741 18 217 1 317 7 996

424

959

21 2 750

84

Total
employees

44 1 246
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Total
O

F

N

O

M
N

O

I
N

O

D
N

O

L
N

O

N

Area Central
and Northern
Queensland

54

44

45

35

9

9

3

3

4

2

2

0

Area Hunter
New South
Wales

66

21

45

20

21

1

4

0

4

0

2

0

Area North
Central
Victoria

70

30

49

22

21

8

4

0

3

0

11

2

Area North
Australia

53

27

37

22

16

5

13

5

4

0

7

1

Area Pacific
Central

29

27

18

19

11

8

3

5

3

0

1

0

Area South
Australia

55

67

35

49

20

18

2

1

1

0

5

6

Area South
and East
Queensland

60

14

48

12

12

2

1

1

4

0

0

0

Area South
East Victoria

62

35

42

28

20

7

0

0

3

0

6

0

Area South
West New
South Wales

47

20

38

14

9

6

4

2

6

1

2

0

Area South
and West
Queensland

52

39

41

28

11

11

4

1

6

0

4

3

Area Sydney
East

54

67

32

51

22

16

5

0

2

0

10

5

Area Sydney
West

65

33

46

23

19

10

1

0

2

2

19

3

Area Tasmania

58

90

41

68

17

22

1

0

3

0

4

2

Area West
Australia

128

80

92

60

36

20

7

3

10

0

9

1

Area West
Victoria

73

51

52

42

21

9

1

0

5

1

2

2

168

17

110

8

58

9

5

0

11

0

17

0

49

12

34

8

15

4

3

2

2

0

9

3

Call Centre
Network

593

370

434

288

159

82

23

4

15

2

32

8

National
Support Office

321

115

149

70

172

45

6

3

8

1

44

3

2 057 1 159 1 388

867

669

292

90

30

96

9

186

39

Business
Integrity
Participation
Solutions

Total
separations
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Table 64: Equity and diversity commencements
Total
O

F

N

O

M
N

O

I
N

O

D
N

O

L
N

O

N

Area Central
and Northern
Queensland

52

112

40

100

12

12

17

19

1

3

5

4

Area Hunter New
South Wales

55

64

35

48

20

16

0

2

1

0

2

0

Area North
Central Victoria

11

121

9

98

2

23

1

0

0

2

0

3

100

30

65

26

35

4

28

3

2

0

8

2

Area Pacific
Central

16

74

14

51

2

23

0

5

1

2

1

1

Area South
Australia

80

102

56

72

24

30

1

2

3

1

6

11

Area South and
East Queensland

37

48

22

37

15

11

1

2

1

1

2

1

Area South East
Victoria

11

73

10

57

1

16

0

0

0

0

0

1

Area South
West New South
Wales

61

91

48

76

13

15

2

4

1

4

1

2

Area South
and West
Queensland

71

86

56

63

15

23

0

1

0

2

2

6

Area Sydney
East

31

159

27

118

4

41

4

2

0

0

6

21

Area Sydney
West

50

101

39

73

11

28

1

1

1

2

13

29

Area Northern
Australia

Area Tasmania

35

196

24

153

11

43

0

1

1

0

1

1

Area West
Australia

80

192

58

149

22

43

3

6

0

0

2

5

Area West
Victoria

3

236

3

180

0

56

0

0

0

1

0

2

Business
Integrity

14

9

12

4

2

5

3

0

0

0

2

0

Participation
Solutions

23

26

15

12

8

14

0

0

0

0

0

4

Call Centre
Network

995

882

697

649

298

233

45

20

4

7

48

23

National Support
Office

303

174

120

119

183

55

1

3

3

2

24

4

Total
2 028 2 776 1 350 2 085
commencements

678

691

107

71

19

27

123

120
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The Disability Discrimination Act 1992 (DDA) covers disability issues in relation to the
administration of Australian Government laws and programs and the provision of goods,
services and facilities. The Commonwealth Disability Strategy provides the background
for Australian Government organisations to ensure that their policies, programs and
services are accessible to people with disability.
Centrelink’s people policies and guidelines meet the requirements of the DDA, the
Commonwealth Disability Strategy, and the needs of people with disability. As an
employer, Centrelink ensures that:
• employment policies and procedures comply with the DDA
• employee training and development programs include relevant information about the
needs of people with disability, as members of the community, as customers and as
employees, and that they are accessible to people with disability
• agency recruiters and managers apply the principle of ‘reasonable adjustment’
• employment of people with disability includes capacity to support the needs and
abilities of the individual
• workplace strategies support the employment of people with disability.
Coaching for Diversity program
Over the past few years Centrelink has developed a coaching culture, with a large
number of managers and team leaders trained to have coaching ‘conversations’. In
2008–09, Centrelink launched a Coaching for Diversity Program. The program gives
employees from diversity groups direct access to trained Centrelink coaches, with a
particular focus on career development. Feedback on the program from participants
and coaches is very positive. A number of other Australian Public Service agencies have
now expressed interest in having similar programs with their employees.
Australian Public Service Diversity Network
Centrelink is an active member of the Australian Public Service Diversity Network. The
network supports agencies to share best practice, with a recent focus on awareness
raising, resolving complex cases and reasonable adjustment in recruitment practices.
This material is regularly shared with Centrelink’s human resource ‘community’.
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Access Technologies Working Group
Centrelink’s Access Technologies Working Group provides valuable input to analysis,
design and construction phases of IT tool system development. The group brings
together diversity advisers, IT developers, and business area representatives to ensure
increasing usability and accessibility of IT tools for Centrelink employees with disability.
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Following changes to the workplace arrangements under the Occupational Health and
Safety Act 1991 (OHS Act), Centrelink consulted with employees and unions about the
development of its health and safety management arrangements.
This consultation process was completed and Centrelink’s changed health and safety
management arrangements were implemented on 15 September 2008. The elections
for employee representatives on health and safety committees and health and safety
representatives were undertaken in accordance with the OHS Act and provisions of the
health and safety management arrangements.
The Centrelink health and safety management arrangements:
1. support the achievement of the health and safety culture and outcomes expected
from Centrelink’s Occupational Health and Safety Policy
2. enable effective cooperation between the employer and employees in promoting
and developing measures to ensure the employees’ health, safety and wellbeing
at work
3. provide adequate mechanisms for informing the employees about the arrangements
4. provide adequate mechanisms for reviewing the effectiveness of the arrangements
5. provide adequate mechanisms for the variation of the arrangements in consultation
with employees
6. provide for a dispute resolution mechanism to deal with disputes arising in
the course of consultations held under the OHS Act between the employer
and employees
7. establish health and safety committees and provide for the manner in which the
health and safety committees are to be constituted and to operate.
Investigations conducted
Comcare commenced three investigations in 2008–09. As at 30 June 2009, two
investigations were complete and one investigation resulted in an improvement notice
being issued. This notice has been complied with.
Centrelink reported that Comcare investigators had not completed three investigations
commenced in 2007–08 at the time of compiling the 2007–08 annual report. Comcare
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completed these investigations during 2008–09 and recommendations were made
by the investigators in the relevant reports. Centrelink has responded to these
recommendations, where required to, in accordance with Section 53(4) of the OHS Act.
Table 65: Notices issued
Type of notice

Number

Notices given to Centrelink under Section 47 of the Act—improvement notices

1

Total

1

Table 66: Incidents notified to Comcare
Type of incident

Number

Serious personal injury

60

Prescribed incapacity (30 or more working days or shifts)

19

Dangerous occurrence

334

Total

413
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Table 67: Centrelink Resource Statement—2008–09
Actual
available
appropriation

Payments
made

Balance
remaining

2008–09
$’000

2008–09
$’000

2009–10
$’000

Ordinary Annual Services1
Departmental appropriation
Departmental appropriation
Total

608 319
608 319

608 319
608 319

–
–

Total ordinary annual services

608 319

608 319

–

Other services2
Departmental non-operating
Equity injections
Previous years’ outputs
Total

3 536
106
3 642

3 536
106
3 642

–
–
–

Total other services

3 642

3 642

–

317 972
600 238
2 277 871
–

2 833 477

Special Accounts
Opening balance
Appropriation receipts3
Non-appropriation receipts to Special Accounts4
Payments made
Closing Balance

Total Resourcing and Payments
Less appropriations drawn from
annual or special appropriations above
and credited to special accounts
Total Net Resourcing and Payments for Centrelink

362 604

3 808 042

3 445 438

(600 238)
3 207 804

(600 238)
2 845 200

362 604

1 Appropriation Bill (No.1) 2008–09 and Appropriation Bill (No.3) 2008–09.
2 Appropriation Bill (No.2) 2008–09 and Appropriation Bill (No.4) 2008–09.
3 The Appropriation receipts include the reduction of $11 723 027 in non-operating appropriations under the Appropriation
(Northern Territory National Emergency Response) Act (No.2) 2007–08 (Section 11), following a request by the Minister for
the Commonwealth Services Delivery Agency. The return of $871 000 received from DEEWR, as a result of the 2007–08
Northern Territory Emergency Response no win/no loss reconciliation process has been reclassified as Non-appropriation
receipts to Special Accounts.
4 The Non-appropriation receipts to Special Accounts includes an adjustment of $70 337 000 since Portfolio Budget
Statement 2009–10 to reflect the actual available appropriation. The adjustment relates to trade receivables
expected, but not received in June 2009 ($69 466 000), and reclassification of the return of $871 000 received from
DEEWR (see footnote 3 above).
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Appendix 16: Centrelink total resources for Outcome—2008–09
Table 68: Centrelink total resources for Outcome—2008–09
Outcome 1: Access to government services that effectively support: self sufficiency
through participation in employment, education, training and the community; families
and people in need; and the integrity of government outlays in these areas.
Budget

Actual

Variation

expenses
2008–09

2008–09

$’000

$’000

$’000

608 319

610 222

(1 903)1

Output Group 1.1:
Departmental Outputs
Effective and Efficient Delivery of Government Services
Special Accounts
2 264 258

2 214 020

50 238

Subtotal for Output Group 1.1

Commowealth Social Services Special Account

2 872 577

2 824 242

48 335

Total resources for Outcome 1

2 872 577

2 824 242

48 335

Average staffing level (number)

24 490

1 Relates to work performed in 2008–09, but funded in 2009–10 under Appropriatiion Bill (No.2). Previous years’ output.
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The following legend explains the data contained in Table 69:
(a) Explanation of selection process terms drawn from the Commonwealth
Procurement Guidelines (December 2008):
• Open Tender (OT)—a procurement procedure in which a request for tender is
published inviting all suppliers that satisfy the conditions for participation to
submit tenders. Open approaches to the market include requests for tender,
requests for expressions of interest and requests for inclusion on a multi-use
list, all of which are published on AusTender
• Select Tender (ST)—a procurement procedure in which the procuring agency
selects which potential suppliers are invited to submit tenders
• Direct Sourcing (DS)—refers to a procurement process in which an agency
invites a potential supplier or suppliers of its choice to make submissions.
Direct sourcing may include a competitive process, for example obtaining quotes
• Panel—a panel may be established by an agency by entering into contracts
or deeds of standing offer (panel arrangements) for the provision of identified
property or services. A panel is defined as an arrangement under which a
number of potential suppliers, usually selected through a single procurement
process, may each supply property or services to an agency specified in the
panel arrangements.
(b) Justification for decision to use consultancy:
• A—skills currently unavailable within agency
• B—need for specialised or professional skills
• C—need for independent research or assessment.
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Table 69: All consultancy contracts let during 2008–09 with a value of $10 000
or greater
Reference
number

Consultant
name

CONS08/0405

Accenture Australia Review and advise on
Holdings Pty Ltd
major IT contracts

55 000

OT

B

CONS09/0113

COPC Asia Pacific
Inc. trading as
COPC Australia

Review of Centrelink
Call operations and
performance

79 200

ST

AB

CONS09/0098

DotInDots

Productisation of the
Centrelink Smartcard
authentication
application PLAID

258 500

DS

B

SODS05/
0569-0005-A

Ernst & Young

General Management
Services—business
planning in relation to
the development of ICT
capability

78 050

Panel

C

DOAS08/0286-D Essential Utilities
Corporation Pty
Limited

Review, analyse
and baseline
telecommunication
services

79 090

DS

B

CONS08/0291

Graeme John
Freedman trading
as DotInDots

Standardisation of the
Centrelink Smartcard
authentication
application PLAID

79 200

ST

B

SODS05/
0574-0009-B

Grosvenor
Management
Consulting Pty Ltd

General Management
Services—
performance analysis

108 614

Panel

C

SODS05/
0574-A-0003

Grosvenor
Management
Consulting Pty Ltd

General Management
Services—report
on organisational
business improvement

86 338

Panel

C

SOXS05/
0620-A-0012

IBM Australia Ltd

Strategic assessment

385 000

DS

B

CONS09/0095

Intelligent Business Strategic advice for
Research Services Centrelink’s IT Reform
Pty Ltd
Program

118 000

DS

B

33 000

ST

B

25 000

DS

ABC

143 000

Panel

B

CONS08/0352-A Lucid IT Pty Ltd

Description

Development of an ITIL
V3 compliant change
management process

CONS09/0055-A Mayko Trading
Identification of
Pty Ltd trading as
Key Performance
Bienalto Consulting Indicators necessary
to provide a web
analytics solution
SODS05/
0587-0006

Noetic Solutions
Pty Ltd

General Management
Services—Process
Enhancement Program

Contract Selection Justification
price $ process (a)
(b)
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Consultant
name

Description

SODS06/
0471-0008

Pricewaterhouse
Coopers

Audit and evaluation
services

30 000

OT

C

SODS06/
0628-0014

Recovre Pty Ltd

Medical assessment
services

22 000

OT

B

SOXS06/
0332-0006

SAP Australia Pty
Ltd

Integrated Learning
System project

22 440

DS

B

SOXS06/
0332-0007-B

SAP Australia Pty
Ltd

Learning Management
System project

315 000

DS

BC

SOXS06/
0332-0008

SAP Australia Pty
Ltd

Advice for human
resources
management system
upgrade

36 300

DS

B

SOXS06/
0332-0009-A

SAP Australia Pty
Ltd

Scoping study for
finance system
upgrade

53 859

DS

BC

CONS09/0143

Shearwater
Solutions Pty Ltd

Develop policy
framework for
Centrelink security
arrangements

49 500

ST

B

EXTS09/0129-A

Standards
Australia

Creation of Standards
Australia standard
for a Smartcard
authentication protocol

47 000

DS

B

SODS08/
0236-0001

Tactics Consulting
Pty Ltd

eLearning

90 446

OT

B

CONS09/0071

TMI Services Pty
Ltd

A report considering all
key issues associated
with the development
of a complaint target

33 000

DS

ABC

SODS05/
0553-B-0001-A

WSP Environmental General Management
Pty Ltd
Services—
occupational
health and safety
management systems

134 695

Panel

B

SODS05/
0610-B-0005-A

Yellow Edge Pty Ltd General Management
Services—human
resources planning
strategies

14 256

Panel

C

Total

Contract Selection Justification
price $ process (a)
(b)

2 376 488
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Appendix 18: Ecologically sustainable development and
environmental performance
The following summary of Centrelink’s environmental management activities and
performance is provided in accordance with section 516A of the Environment Protection
and Biodiversity Conservation Act 1999 (the EPBC Act).
How Centrelink’s activities are in accord with the principles of ecologically
sustainable development—section 516A(6)(a)
As stated in its Environmental Policy Statement, Centrelink:
Improves its business performance and conducts its operations in an
environmentally responsible manner, clearly reflecting a commitment to fostering
the sustainable use of the Earth’s resources.

During 2008–09, Centrelink continued to demonstrate environmental responsibility
by minimising the negative impacts it has on the environment through efficient use of
resources, effective waste management and pollution prevention.
Centrelink’s decision-making processes effectively integrate long-term and
short-term economic, environmental and social considerations, and promote
incentive mechanisms to suppliers.
Centrelink’s Environmental Policy Statement, Ministerial Statement of Intent and
the Eco-efficiency and Green Procurement Chief Executive Instructions all provide
documentary evidence of the organisation’s commitment to ecologically sustainable
development.
Programs administered by Centrelink during 2008–09 that accord with the
principles of ecologically sustainable development—Section 516A(6)(a)
Drought assistance
Centrelink is the main delivery point for Australian Government Drought Assistance and
assists people in communities that have been affected by the drought, including the
delivery of payments and services for farmers, small businesses, farm hands, irrigators,
industry and wider drought-affected communities. (For more information about Centrelink
support in drought-affected areas, see Drought assistance in Chapter 5 Developing a
networked organisation.)
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The Murray-Darling Basin Irrigation Management Grant enables eligible farm enterprises
in the Murray-Darling Basin or those who draw water solely from the basin, to
implement water management strategies. These strategies contribute to farm plans for
managing short-term reduced water allocations. The Murray-Darling Basin Small Block
Irrigators Exit Grant also helps small block irrigators affected by drought and climate
change to leave irrigation, but stay living on their farms. (For more information, see
Drought Assistance in Chapter 5 Developing a networked organisation.)
Natural disaster response
Centrelink is also the main service delivery agency for Australian Government
assistance to communities and individuals adversely affected by natural disasters. In
2008–09 Centrelink played a major role in responding to the Victorian bushfires and
New South Wales and Queensland floods. (For more information about Centrelink’s
disaster recovery activities in 2008–09, see Providing emergency management
assistance in Chapter 5 Developing a networked organisation.)
How Centrelink’s outcomes contribute to the principles of ecologically
sustainable development—Section 516A(6)(b)
Centrelink’s contribution to ecologically sustainable development is the effective
delivery of Australian Government services with minimised environmental impact.
Centrelink’s environmental management strategies aim to maximise the proportion of
renewable materials and energy used to achieve business outcomes. The strategies
also aim to minimise associated waste production through efficient consumption of
resources and waste recycling.
Effect of Centrelink’s activities on the environment—Section 516A(6)(c)
Centrelink is committed to reducing consumption and waste production from associated
business practices. With 441 sites across Australia, Centrelink’s environmental impact
is based on a very large ecological footprint.
As a high consumer of materials and energy, Centrelink manages sizeable resource
conservation, waste reduction, greenhouse gas emissions reduction, and recycling
processes. Because of Centrelink’s size and geographical spread, the agency is in a
strong position to influence better environmental practice and to demonstrate to the
community good environmental stewardship and social responsibility.
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Measures Centrelink is taking to minimise the impact of its activities on the
environment—Section 516A(6)(d)
Environmental Management System
Centrelink uses a corporate Environmental Management System as its framework
for continuous environmental performance improvements. Centrelink recognises
the importance of this system in driving environmental performance improvements
and is committed to robustly applying its procedures. By taking this approach,
Centrelink is assured that its corporate Environmental Management System meets the
environmental management needs of the organisation.
2008–09 environmental management objectives and targets
A major product of the Environmental Management System procedural application
is the development of a set of environmental management objectives, targets and
performance indicators that form the basis for measuring the effectiveness of yearly
environmental management programs. Table 70 outlines Centrelink’s environmental
management objectives and targets for 2008–09.
Table 70: Environmental management
2008–09 objective

2008–09 target

Reduce energy consumption

2% reduction in total energy consumption

Increase use of renewable energy

5% increase in renewable energy consumption
5% of total fuel used is E10

Enhance energy efficiency of property portfolio

Increase average energy rating of property portfolio
to 3.5 NABERS1 Energy Rating stars

Meet Energy Efficiency in Government Operations
2011–12 targets

Tenant light and power 7500 MJ (MegaJoule) per
person per annum (MJ per person per annum)
Central services 400 MJ m2 per annum

Improve vehicle fleet efficiency

50% of vehicle fleet has Green Vehicle Guide rating
of 10.5
60% of vehicles in fleet have four cylinders or less

Reduce greenhouse gas emissions

5% reduction in greenhouse gas emissions

Increase paper use efficiency

5% reduction in total paper usage
5% increase in use of paper with recycled content

Reduce employees air travel

5% reduction in distance travelled

Reduce solid waste

5% reduction in solid waste

Increase proportion of solid waste diverted to
resource recovery

5% increase in recycling

1 NABERS is a performance-based rating system for existing buildings. NABERS rates a building on the basis of its measured
operational impacts on the environment.
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Centrelink recognises that procurement of goods and services represents a business
activity with significant environmental impact.
The key theme of Centrelink’s Strategic Environmental Assessment is identifying
opportunities for avoiding or reducing environmental impact so they can be incorporated
into business decision making. Centrelink is developing its environmental assessment
capacity to strategically assess the environmental impact of business cases to ensure
that eco-efficient options are used as the basis for further procurement activity.
Environmentally aware business culture
Centrelink continues to build an environmentally aware business culture that makes
eco-efficient decisions part of its normal business practices.
Internal
Centrelink continues to implement the Building an Environmentally Aware Business
Culture Program, which focuses on developing eco-efficient workplace behaviours.
The aim is to maximise infrastructure efficiencies and integrate environmental
considerations into business practices.
Centrelink’s network of almost 300 ‘Environmental Champions’ helps to implement
environmental management programs at the local level. To do this, the Environmental
Champions are organised in a two-tier network with:
• Environmental Champion Coordinators representing National Support Office divisions
and Area customer delivery networks
• Local Environmental Champions representing National Support Office branches and
Centrelink Customer Service Centres and Call Centres within the Area customer
delivery networks.
In practice, this arrangement generates Local Environmental Champion networks within
the various business units of Centrelink’s organisational structure, which promote
Centrelink’s corporate environmental management objectives and help to implement
the Building an Environmentally Aware Business Culture Program.
The program includes plans for internally accrediting service delivery sites as ‘Green
Teams’ if they align their local business practices to organisational environmental
management objectives. Information is also available through the program to help
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business units incorporate environmental management objectives into their local
business plans.
The program is supported by training and awareness activities included in the
Centrelink National Induction Program. All new Centrelink employees participate in
this training.
External—government sector
Centrelink’s contribution to the Australian Public Service in leading environmental
management has been acknowledged by the Australian National Audit Office in the
Green Office Procurement and Sustainable Office Management Audit (Report No. 25 of
2008–09, tabled on 11 March 2009). The report highlighted that:
• larger agencies such as Centrelink, the Department of Defence and the Australian
Taxation Office have all taken a leadership role in this [sustainability] area
• Centrelink has reduced its paper use for all forms and marketing by 32 per cent
• Centrelink has also implemented a range of service delivery measures to reduce
paper use that has included SMS messaging, online and call centre services
• Centrelink was the single largest contributor to the Commonwealth fleet achieving
the Green Vehicle Guide target of 28 per cent of vehicles rating above 10.5, and is
among the top-ranked agencies
• Centrelink is performing well in managing its property portfolio strategically to
conserve energy, reduce greenhouse gas emissions and reduce costs
• Centrelink demonstrated better practice with a comprehensive report on progress
towards numerous sustainability initiatives, substantiated with statistical and time
trend data. The 2007–08 report was more detailed and informative with important
quantitative performance measures against agency targets and objectives.
For more information about this Australian National Audit Office report, see Appendix 5,
Australian National Audit Office activity.
Energy
Overall performance
Due to energy consumption reporting arrangements, information relating to energy
performance for 2008–09 will not be available until the end of October 2009.
Information is provided for the previous years (see Table 71). Centrelink is making
excellent progress towards meeting Energy Efficiency in Government Operations (EEOG)
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Table 71: Energy performance data
2006–07

2007–08

% change

Total energy
consumption—gigajoules

418 480

396 564

–5.2

Electricity—gigajoules

338 586

325 012

–4.0

Gas—gigajoules

18 014

16 398

–9.0

Vehicle fuel—gigajoules

61 880

55 154

–10.9

Table 72: Energy performance against Energy Efficiency in Government Operations
targets for 2011–12
2006–07

2007–08

EEGO targets

7384

6201

7500

425

442

400

2011–12
Tenant light and power
(MJ per person per
annum)
Central services (MJ m2
per annum)

Energy conservation
Energy use and associated emissions, represents Centrelink’s most significant
environmental impact. In 2008–09 Centrelink continued to focus on reducing energy
demand by:
• improving the energy efficiency of its property portfolio and vehicle fleet
• promoting good energy management practices to its employees.
As a result, Centrelink’s self-assessed NABERS energy rating score for its property
portfolio (see Figure 9) has increased along with the average Green Vehicle Guide (GVG)
rating of the vehicle fleet (see Table 73). This means that in both areas, less energy is
consumed and fewer emissions are produced.

Centrelink annual report 2008–09

Chapter 9: Appendices

targets set for 2011–12 (see Table 72)—for example, Centrelink has already met the
tenant light and power target set for 2011–12.
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Figure 9: Average NABERS energy ratings for property portfolio
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Table 73: Vehicle fleet environmental performance
2007–08

2008–09 actual

% change

% fleet meeting GVG target

77

86

+12

% fleet with four cylinders or less

77

83

+8

During 2008–09 Centrelink finalised its Energy Conservation Measures program,
with 295 sites receiving upgrades to lighting systems that in some cases, has led to
a 40 per cent reduction in electricity demand.
In sites that have received upgrades, results are very positive, with annual energy
savings of over 14 per cent—equating to over 10 million kilowatt hours per annum
saved. In addition to energy savings, maintenance call-outs for lamp replacements have
fallen by 90 per cent in the completed sites.
Supply
Apart from reducing demand, during the year Centrelink also focused on energy supply
by continuing with arrangements for the supply of a significant proportion of renewable
energy—for example Greenpower electricity and ethanol based vehicle fuels such as
E10, which is petrol blended with 10 per cent ethanol (see Table 74).
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E10 use (litres)

2006–07

2007–08 actual

% change

80 325

200 630

+149.8

Offsets
Centrelink’s Greenhouse Gas emissions dropped by 1.3 per cent from 2005–06 to
2006–07 (see Table 75). Centrelink targeted a 5 per cent drop for 2008–09.
Table 75: Greenhouse gas emissions

Emissions in tonnes of carbon
dioxide equivalent (CO2-e)

2006–07

2007–08 actual

% change

95 519

92 481

–3.2

In 2008–09 Centrelink continued to carry out significant emission offset activities
for both its property portfolio and vehicle fleet. This included purchasing Greenhouse
Friendly™ electricity (which facilitates the flaring of methane gas at landfills). It also
includes subscribing the entire Centrelink vehicle fleet to GreenFleet. This scheme
involves tree planting to offset emissions and to help deal with land use issues like dry
land salinity and protecting habitat for native fauna.
Offsets generated under both Greenhouse Friendly™ electricity and GreenFleet for
2007–08 were 9545 tonnes of carbon dioxide equivalent (CO2-e).
Paper
Centrelink’s next major natural resource input is paper. Centrelink employees use
paper for general administrative work and it is also used in customer letters and printed
information products.
In 2008–09, Centrelink continued to focus on reducing its paper use (see Table 76)
as well as increasing the proportion of paper used that contains recycled fibre content
(see Table 77).
Table 76: Total paper consumption (tonnes)

General office use
Customer letters
Printed information products

2007–08 actual

2008–09 actual

% change

897

915

+2

913

1022

+11

1672

1359

–23
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Paper consumption for both general office use and customer letters rose during the
year. It is believed that this is as a direct result of the increased number of customers.
Contrary to this trend, the consumption of paper used for printed information products
decreased.
Table 77: Proportion of paper with recycled fibre content (per cent of total tonnage)

General office use
1

Customer letters

Printed information products

2007–08 actual

2008–09 actual

% change

63.2

100

+36.8

0

0

0

10

8.5

–15

1 Due to the current technology used for printing customer letters, recycled paper is not suitable for bulk mail outs.

The reporting year was the first full year in which recycled paper was the only available
choice for general office use. As a consequence, the proportion of office paper with
recycled content reached 100 per cent.
Water
As Centrelink’s property portfolio is all leased space, it is very difficult to accurately
determine total water use. However, work continued in 2008–09 to estimate a baseline
consumption figure for comparison against water consumption benchmarks put forward
by the Department of Environment, Water, Heritage and the Arts. In the meantime,
installation of water conservation solutions such as dual flush toilets and low-flow
showers continue to be included in Centrelink’s property portfolio refurbishments.
Business travel
Centrelink acknowledges that business travel generates significant environmental
impact. In response, actions continue to reduce the impact of surface travel by
increasing the vehicle fleet’s efficiency as well as increasing use of ethanol-based fuels.
Centrelink is committed to reducing air travel and has introduced a 5 per cent
reduction target in distance travelled for 2008–09. To position itself to achieve this
target, Centrelink is currently improving its capacity to conduct business via video and
teleconferencing.
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Travel in kilometres
per person per annum

2007–08
actual

2008–09
target

2008–09
actual

%
change

1583

1504

1651

+4.3

Waste management
During 2008–09, Centrelink continued to take major steps to help reduce the
impact of organisational waste. The primary step forward was amending cleaning
contracts so that service providers must provide data reports on the amount of
waste sent to landfill.
Centrelink defined its waste management model in the context of three main waste
streams:
• waste to landfill
• mixed recycling
• used paper.
In 2008–09, waste management actions focused on continually reducing the amount
of solid waste produced, while simultaneously increasing the proportion of materials
diverted for resource recovery.
Table 79: Waste management (tonnes)
2007–08

2008–09 actual

% change

Total solid waste

2662

2786

+4.7

Amount of solid waste recycled

1800

1958

+8.8

Recycling activities
During the reporting year, Centrelink finished a trial of mixed recycling in Victorian
offices. Data from the trial has been instrumental in increasing the accuracy for internal
and external reporting of waste. Additionally, knowledge gained from the initial trial, has
been used to set up another trial using a modified system of recycling. It is expected
that the new system of delivery will produce better results in terms of increasing the
percentage of recycling.

Centrelink annual report 2008–09

Chapter 9: Appendices

Table 78: Air travel consumption
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Built environment
Centrelink negotiates arrangements that support improved environmental performance
throughout its property portfolio including:
• building performance specifications and fitout manuals
• green lease schedules
• fitout and refurbishment waste management plans.
Greening information and communication technology strategy
During the year, Centrelink started to develop a strategy to ensure that the
management of its Information and Communication Technology network is run in line
with ecologically sustainable development principles. This gives effect to the Gershon
Report recommendation 7 and the Australian National Audit Office Green Procurement
and Sustainable Office Management Follow-up Audit recommendation 2.
Centrelink’s mechanisms for reviewing and increasing the effectiveness of its
environmental management strategies—section 516A(6)(d)
Environmental Management System application and enhancement
Centrelink applies its corporate Environmental Management System procedures each
year with annual registers describing Centrelink’s:
• legal and other environmental obligations
• significant environmental aspects and impacts
• impact reduction objectives, targets and performance indicators
• impact reduction program plans
• impact monitoring, measuring and system review plans.
Environmental Management System management review
At the end of each Environmental Management System cycle, Centrelink conducts a
review to assess the system’s suitability to manage Centrelink’s environmental risks
and the effectiveness of environmental management activities. The review findings are
used to ensure that future actions benefit from lessons learnt in previous cycles.
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Appendix 19: Centrelink Annual Report 2007–08, correction of
material errors
The following references relate to the 2007–08 annual report:
Page 33—Table 11: Debts raised during 2007–08
(Cell reference ‘Amounts raised’ provides a figure of 1 831 200. This should read as
$1 831 200 000. The corrected table is below.)
Type of debts

Number of debts

Amount raised ($)

2 189 223

1 831 200 000

Total debts raised, including
Family Assistance Office debts

Page 230—Table 55: Composition of Senior Executive Service in 2007–08 as at
30 June 2008
(Cell reference ‘Full-time—Total’ provides a figure of 78. This should read as 77. The
corrected table is below.)
Classification

Female

SES Band 1

63

24

39

62

1

58

5

SES Band 2

12

5

7

12

0

12

0

SES Band 3

3

2

1

3

0

3

0

78

31

47

77

1

73

5

Total

Male Full-time

PartNonOngoing
time
ongoing

Total
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Glossary
Business Partnership Agreements—Centrelink has Business Partnership
Agreements with a number of policy departments. These agreements describe
relationships and accountability arrangements which help to ensure that Centrelink
meets the performance expectations of government, policy departments,
stakeholders and customers.
Data-matching—Data-matching denotes the use of computer techniques to compare
data found in two or more computer files to identify cases where there is a risk of
incorrect payment.
International Social Security Agreements—These agreements are bilateral treaties
which close gaps in social security coverage for people who migrate between countries.
Generally, agreements allow Australian residents to maximise their income by helping
them to claim payments from other countries where they have spent part of their
working life.
Key Performance Indicators (KPIs)—These are financial and non-financial measures
used to help Centrelink define and evaluate its success. An indicator is usually
selected on the basis of relevance as a measure of some aspect of a specific project
or operation.
Merit reviews—Centrelink internal reviews of entitlement decisions are called
merit reviews. At the request of a customer, a merit review is undertaken by the
original Centrelink decision-maker and/or an Authorised Review Officer. The Social
Security Appeals Tribunal and the Administrative Appeals Tribunal can also review
entitlement decisions.
Mobile Offices—previously known as mobile servicing units, and commonly called
‘Drought Buses’, Mobile Offices travel around drought-affected areas to let rural
communities know about Australian Government support services, payments and
assistance available. In 2008–09, Mobile Offices were also used to help out in parts of
Queensland following the floods and in Victoria after the bushfires.
Outcomes and outputs structure—This structure reflects an agency’s business and
enables sound performance reporting to Parliament. Outcomes are the results, impacts
or consequences of actions by the Australian Government affecting the Australian
community. Outputs contribute to outcomes. They are the goods or services produced
by agencies on behalf of government and are specified by price, quantity or quality.
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Portfolio agencies—Different government agencies which are accountable to the same
minister. (For a list of the Human Services Minister’s portfolio agencies, see Portfolio
Structure in Chapter 2 Corporate overview.)
Portfolio Budget Statement—Budget-related paper detailing Budget initiatives and
explanations of appropriations specified by outcome and output by each agency
within a portfolio.
Tip-offs—Allegations and/or other information provided by members of the public about
individuals who they believe are obtaining part or all of their Centrelink payment without
disclosing complete and accurate details of their circumstances.
Strategic Balance Scorecard—The Strategic Balanced Scorecard is an overview of
Centrelink’s business, which includes key measures to monitor progress against
Centrelink’s five strategic themes and achieving Centrelink’s Outcome 1. Centrelink
uses the scorecard as a performance reporting and management tool, which helps
to make Centrelink employees and managers accountable for their performance.
The scorecard also forms the basis for regular performance checks for Centrelink
and its stakeholders.
Service Delivery Indicators
The Business Partnership Agreement between Centrelink and the Department of
Families, Housing, Community Services and Indigenous Affairs includes five Service
Delivery Indicators. The Service Delivery Indicators represent key service delivery areas
of risk to achieving program outcomes.
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Policy departments—Australian Government policy departments are responsible for
developing and implementing policies and programs for the Australian community.
Centrelink delivers payments and services on behalf of a number of Australian
Government policy departments. (For more information, see Appendix 2 Our
partnerships.)
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Short forms
AAT

Administrative Appeals Tribunal

ANAO

Australian National Audit Office

APIS

Australian Passport Information Service

APS

Australian Public Service

BPA

Business Partnership Agreement

CART

Centrelink Academic Reassessment Transformation Project

CCeS

Centrelink Confirmation eServices

CDDA

Compensation for Detriment caused by Defective Administration

CDPP

Commonwealth Director of Public Prosecutions

CDEP

Community Development Employment Projects

DDA Act

Disability Discrimination Act 1992

DEEWR

Department of Education, Employment and Workplace Relations

DHS

Department of Human Services

DIAC

Department of Immigration and Citizenship

DoHA

Department of Health and Ageing

DS

Direct Sourcing

ECRP

Exceptional Circumstances Relief Payment

EEGO

Energy Efficiency in Government Operations

EPBC Act

Environment Protection and Biodiversity Conservation Act 1999

FaHCSIA

Department of Families, Housing, Community Services and
Indigenous Affairs

FCSO

First Contact Service Offer

FOI

Freedom of Information

» 285 «
Short forms

FTE

Full-time Equivalent

GVG

Green Vehicle Guide

HOME

Household Management Expenses

ICT

Information and Communication Technology

IMAGE

Identity Management for Australian Government Employees

IPP

Information Privacy Principle

IT

Information Technology

IVR

Interactive Voice Recognition

JCPAA

Joint Committee of Public Accounts and Audit

KPI

Key Performance Indicator

LPG

Liquefied Petroleum Gas

MIPS

Millions of instructions per second

MJ

MegaJoule

NECC

National Emergency Call Centre

NWRN

National Welfare Rights Network

OHS Act

Occupational Health and Safety Act 1991

OT

Open Tender

PLAID

Protocol for Lightweight Authentication of Identity

SES

Senior Executive Service

SSAT

Social Security Appeals Tribunal

ST

Select Tender

TFES

Tasmanian Freight Equalisation Scheme

UK

United Kingdom
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Index
A
AAT see Administrative Appeals Tribunal
abolition of temporary protection visas, 22, 56
Aboriginal and Torres Strait Islander peoples, 74,
117, 138, 139
Aboriginal children, 62
Aboriginal Interpreter Service, 70, 73, 145
absenteeism, employee, 141
abuse of children, 62
access
to buildings, viii
freedom of information, 232–233
privacy of customer records, 50
Access Points, 74–75
see also Agents
Access Support Centres, 106
Access Technologies Working Group, 262
Accessibility Steering Group, 138
accidents see injuries
accountability see management and accountability
achievement bonuses, 254, 256
acronyms, 284–285
ACT Commissioner for Public Administration Awards,
144–145
Act of Grace claims, 166
activity test for gaining employment, 66, 67
Adelaide, 141, 148
Administrative Appeals Tribunal, 47, 48, 49
adopted children, 56, 57
advertising and market research, 240–241
advertising and media campaign, 55
marketing programs, 120
African communities, 83, 116
Age Pension age customers, 54
Age Pension News, vii
aged care residents, 32
Agents, 69, 74–75
aggression of customers, 142
agreements, 25
business, 11, 16, 25, 27, 159
between Centrelink and Government departments
and agencies, 25
international, 109–110
job seeker, 67
performance, 16
social security, 109–110
workplace, 133, 134, 253, 254
air travel, 278–279
alcohol, 62
Alice Springs, 23, 69
allied health professionals, 66
Alumni Program, 140
ambassadors, Indigenous, 74
anaemia, 62
ANAO see Australian National Audit Office

Annual Assurance Statements, 16, 21, 25
Annual Project Management Achievement Awards,
144
Annual Report 2007-08, correction of material
errors, 281
APIS see Australian Passport Information Service
apologies to customers, 106
appointment of employees, 260
apprentices, 27, 140, 141
Apprenticeship Program, 141
appropriation, direct, 5, 11
APS see Australian Public Service
APS values, 134, 150
Are you preparing for release?, 91
assets management, 163
assisted claim processes, 100
Assisting prisoners to access assistance, case
study, 92
Assurance of Support (for migrants), 83
Assurance Statements, 16, 21
asylum seekers, 56
attendance, school, 22, 28, 55, 61, 65–66
Attorney-General’s Department, 215
Audit Committee, 14, 45, 46
Auditor-General see Australian National Audit Office
audits, 45, 46, 225–230
see also Australian National Audit Office; reviews
and evaluations
Aurukun, 64
AusIndustry, 34
AusTender, 163
Australia and New Zealand School of Government,
149–150
Australian Bureau of Statistics, 136
Australian Capital Territory
Apprenticeship Program, 141
award to ACT Housing, 144
CEO Leadership Dialogues, 148
Council on the Ageing, 118
Australian Childhood Immunisation Register, 9
Australian Crime Commission, 22, 38, 40, 218
Australian Defence Signals Directorate, viii
Australian Electoral Commission, 218
Australian Employers Network on Disability, 137
Australian Federal Police, 22, 38, 47, 219
Australian Government, 29
Australian Government Disaster Recovery Payments,
123–126
Australian Government Drought Assistance, 127,
270
Australian Government Economic Security Strategy,
v, 2, 21, 22, 152
Australian Government Household Stimulus
Package, v, 2, 21, 22, 152
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B
Baby Bonus, 22, 56, 152
balance sheet and cash flow, 161
Balanced Scorecard, 17, 18, 224
Bali bombings, 127
barriers to workforce participation, 66, 67, 137
BasicsCard, vi, 22, 61, 62, 64–65, 69
Bass Strait Passenger Vehicle Equalisation Scheme,
34
Beetson, Arthur, 74
behaviour management and modification, 67
bill-paying service, 96–97
bonus payments, v, 54
Bowen, Hon Chris, 8, 10
breaches of privacy, 50–51
Brisbane, 148
Broadband Global Area Network, 155
Broadmeadows, 84
Budget commitments, 21
Budget initiatives, 51–57
building access, viii
Building an Environmentally Aware Business Culture
Program, 273
building capability for government theme, 131–155
building confidence in Centrelink theme, 19–57
built environment, 280
bullying, 143
Bunbury, 95, 145
bushfires see emergency management
business and service delivery performance, audit
of, 46
business assurance, 16, 25, 30
Business Award, 147
business culture, 273–274
business dimensions, 11
Business Hotline, 121
business integrity, 36, 245
Business Intelligence Workshops, 30
Business Partnership Agreements, 11, 16, 25, 159
see also partnerships
Business Plan, 16
business plans, 16, 17, 102, 133, 274
business sector relationships, 121–122
business travel, 278–279

C
cadetships, 139
Cairns, 69, 75, 95, 148
Call Centre Social Work, 86
Call Centres, v, 93–95
awards, 145
customer satisfaction, 93–94, 235
Indigenous Apprenticeship Program, 140
Indigenous Call, 95
Multilingual Call, 81
network employees, 244
rural, 77
Smartraveller, 32
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Australian Government Information Management
Office, 165
Australian Government National Review of Drought
Policy, 26–27
Australian Government Online Service Point
Program, 153
Australian Government Services Fraud Tip-off Line,
40
Australian Hearing, 8, 9, 219
Australian Hearing Services Act 1991, 8
Australian Human Rights Commission, 137
Australian Identity Protection Register, 40
Australian Institute of Project Management, 144
Australian National Audit Office, 225–230
business and service delivery performance audit,
46
complaints handling system audit, 104
customer feedback system audit, 102
external audits, 45
debt management audit, 43
financial management and operational
compliance audit, 45
green office procurement and sustainable office
management audit, 274, 280
human resource management and processes
audit, 46
information technology applications and projects
audit, 46
project assurance audit, 46
tip-off system audit, 40
Australian New Zealand Standard Classification of
Occupations code, 136, 154
Australian Organ Donor Register, 9
Australian Passport Information Service, 32
Australian Pension News, 110
Australian Public Service classification system, 136
Australian Public Service Code of Conduct, 103,
134, 150
Australian Public Service Commission, 139
Australian Public Service Diversity Network, 261
Australian Public Service Values, 134, 150
Australian Red Cross, iv, 123
Australian Rural Leadership Foundation, 150
Australian Securities and Investments Commission,
41, 96
Australian Taxation Office, 24, 39, 41, 139, 219
Australian Teleservices Association Awards, 145
Australian Transaction Reports and Analysis Centre,
219
Australian Valuation Office, 219
Australian Workplace Agreements, 253, 254
Austudy, 67
Authorised FOI Officers, 49
Authorised Review Officer, 47
awards and recognition, 144–148
AWAs see Australian Workplace Agreements
Axarlis-Coulter, Maria, 144
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social work, 86
urgent payments, 61
see also telephone services
Canada, 42
Canberra, 141, 148
cancellation of payments, 47
Cannington, 63
capability development, online support tools for, 133
Cape York Welfare Reform Trial, vi, 22, 61, 64
career development, 117
Career Information Centres, 117
Carer Service Delivery Reference Group, 114
Carer Supplement, 21
carers, v, 9, 22, 90, 114, 116
Carers Week, 116
CART see Centrelink Academic Reassessment
Transformation Project
case studies
2008 Ross Divett Memorial Award, 146
assisting prisoners to access assistance, 92
communicating effectively with customers, vii
dealing with disasters and emergencies, iv
delivering drought assistance in the MurrayDarling Basin, 129
delivering services to remote Australia, vi
responding to the global financial crisis, v
saving energy in Centrelink Customer Service
Centres, 167
using cutting edge technology, viii
working with Indigenous communities, 23
cash economy, 39
cash flow, 161
CCeS see confirmation eServices
CDDP see Commonwealth Director of Public
Prosecutions
CDEP see Community Development Employment
Projects
CDs, 83, 116
Central Department, Department of Human
Services, 9
Centrelink, Human Services Portfolio, 8, 9
Centrelink Academic Reassessment Transformation
Project, 45
Centrelink Agents, 69, 74–75
Centrelink Agreement 2009–2011, 133, 134, 253
Centrelink Annual Report 2007-08, correction of
material errors, 281
Centrelink Apprenticeship Program, 141
Centrelink Areas, 113, 140
Centrelink at a glance, 8–10
Centrelink Audit Committee, 45
Centrelink Australia Day Achievement Awards, 147
Centrelink Balanced Scorecard, 17, 18, 224
Centrelink Business Hotline, 121
Centrelink Business Plan, 16
Centrelink Call see Call Centres
Centrelink Call Centre Indigenous Apprenticeship
Program, 140
Centrelink College, 151

Centrelink Customer Service Centres see Customer
Service Centres
Centrelink employee identification card, viii, 152,
155
Centrelink Executive, 12, 148
see also Chief Executive Officer
Centrelink Executive Committee, 13
Centrelink Gold Business Award, 147
Centrelink Income Managed account, 62
Centrelink information for new Australians, 81
Centrelink Leadership Arena, 148, 149
Centrelink Leadership Strategy, 148
Centrelink National Awards, 145
Centrelink National Graduate Program, 140, 150
Centrelink National Indigenous Employees Plan
2009–2012, 138
Centrelink National Support Office, 26, 140, 149,
150
Centrelink Portfolio Budget Statement 2009-10, 18
Centrelink Resource Statement, 265, 266
Centrelink Stakeholder Engagement Meetings, 115
Centrelink Strategic Directions, 12, 13, 14, 17, 46
Centrepay, 96–97, 121
CEO Leadership Dialogues, 148
change management, 12, 136
Charter of Public Service in a Culturally Diverse
Society, 104
Chief Executive Instructions, 161
Chief Executive Officer, 10, 12, 16, 18, 25, 37, 148
committee membership, 13, 14
directive from Minister, 165
leadership dialogues, 148
report, 1–6
salaries determined by, 255
see also Pratt, Finn
child abuse and neglect, 62, 63
child care, 22, 56–57, 152
Child Care Benefit, 57
Child Care Tax Rebate, 22, 56–57, 152
Child Protection Income Management, vi, 61, 63
Child Support (Assessment) Act 1989, 8
Child Support Legislation Amendment (Reform of the
Child Support Scheme—Initial Measures)
Act 2006, 8
Child Support Legislation Amendment (Reform of the
Child Support Scheme—New Formula and
Other Measures) Act 2006, 8
Child Support Program, 8, 9, 24, 33, 219
Child Support (Registration and Collection) Act
1988, 9
childhood immunisation, 9
citizenship testing, 33, 82
claims, 11, 54
Act of Grace, 166
assisted claim processes, 100
for Baby Bonus, 56
CDEP, 71
compensation, 141, 166
exceptional circumstances, 77
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complaints, 102, 104, 105, 109
to Privacy Commissioner, 51
types of, 106–107
compliance framework, 24
compliance index, xviii–xix
compliance measures, 37–41, 67–68, 68
compliments, 104, 105, 106
Concept Lab, 61, 115
conduct, code of, 103, 134, 150
confidentiality, 50
confirmation eServices, 99, 121
connecting services to payments, 66–68
connectivity between Centrelink and University
Systems, 45
connectivity in remote areas, 155
conservation of energy, 168
consultancy services, 162, 267–269
contact details, verso of title page
contracting see purchasing
convictions for fraud, 38–39
Conway Kids Trust Fund, 23
corporate and operational plans, 17–18
corporate governance, 12–15
corporate overview, 7–18
correction of customer’s record, 106
correctional facilities, 90–91
corrective services, 41, 220
correctness of payments, 20, 36
courtesy, 103–104
crises see emergency management
CRS Australia, 8, 9, 86, 153
delivering IT services to, 165
cultural awareness, 69, 72, 139
customer aggression, 142
Customer and Community Satisfaction Survey
Program, 100, 234–237
customer comment card, 105
customer compensation, 166
customer confirmation, 99
customer feedback see feedback
customer focus, 59–110
Customer Focussed Decision Making training, 106
Customer Liaison Officers, 61
customer records, privacy of, 50
Customer service, 103–104
Customer Service Advisers, 48–49, 124, 232
feedback provided to, 102
Indigenous customers, 95
multilingual services, 95
working from Mobile Offices, 77
working with teams, 68, 73
Customer Service Apprentices, 141
Customer Service Centres, 21, 24, 81, 164
access to documents, 231–233
citizenship testing, 82
community events participation, 116, 117, 118
complaints, 106
Customer Service Apprentices, 141
customer survey, 101, 235
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fraudulent and suspicious, 38, 39, 40, 41
irrigator exit grants, 29
for overseas pensions, 109–110
rejection of, 47
TFES, 35
classification of employees, 253–256
performance pay, 254, 256
workplace agreements, 133, 134, 253, 254
see also Senior Executive Service (SES) officers
classification system, APS, 136
climate change, 75
clinics providing feedback on income management,
62
closing the gap, 20, 22, 23, 69
Coaching for Diversity program, 137, 261
code of conduct, 103, 134, 150
Coen, 64
Coffs Harbour, 35, 82, 148
cognitive behaviour therapy, 67
Coles Myer Ltd, 122, 220
Comcare, 263–264
Comcover Risk Management Benchmarking Program,
15
Commonwealth Bank of Australia, 220
Commonwealth Director of Public Prosecutions, 38,
47, 219
Commonwealth Disability Strategy, 136, 261
Commonwealth Fraud and Control Guidelines 2002,
37
Commonwealth Ombudsman, 31, 45, 82, 105
Commonwealth Procurement Framework, 161
Commonwealth Procurement Guidelines, 161, 267
Commonwealth Seniors Health Card holders, 54
Commonwealth Services Delivery Act 1997, 10
Commonwealth Services Delivery Agency Act 1997,
9, 165
Commonwealth Superannuation Administration, 41
communicating with customers, vii, 80–81, 119–
121
communication skills, 149
Community Development Employment Projects, 22,
70–71
community events, 116–119
community groups, 105
reference groups, 113–114
Community Language Allowance, 81
Community Officers, 89–90
community organisations, 63
community reference groups, 113–114
community sector relationships, 113–128
Community Servicing Team, 73
Community Support Services, 35
compensation for defective administration, 11, 166
compensation premiums, 141
compensation recovery, 44
competitive tendering and contracting see
purchasing
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design, 142
emergency management, 2–3, 123–127
energy saving, 168
financial services, 96
interpreter services, 73, 81
Job Capacity Assessments, 66
Local Environmental Champions, 273
Multicultural Service Officers, 79–80
Outbound Program, 151
queue wait times, 101–102, 103
Remote Service Hubs, 69
self-service PCs, 98
Veterans’ Agency Services, 35
see also Call Centres
Customer Service Council of Western Australia
Service Excellence Award 2008, 144
customers
communicating with, vii
dealing with Government, 21
personal information, 50
for review, 37
rights, 104
services for, 96–99
cutting edge technology, viii, 61
Cyclone Ellie, 125–126, 126
Cyprus, 42

D
dangerous occurrences, 264
Darwin, 69, 148
data analysis, 37, 69
data and information management, 31
Data and Systems Integrity, 30
data centre requirements, 153
data exchange program, 42–43
data matching, 32, 37, 41
Data-matching Program (Assistance and Tax) Act
1990, 41
data mining, 40–41
data warehouse, 155
datalink, 22, 54
de la Cruz, Bo, 74
debt and debt management, 43–45
datalink with Department of Immigration and
Citizenship, 54
Indigenous strategy, 72, 73
prevention of debt, 99, 120
raised in review activity, 47
resulting from compliance measures, 37–41, 42
student customers, 122
debt prevention, 43, 120
debt raising, 43, 44
debt recovery, 28, 43, 44
debt waivers, 43
Deception Bay, 164
decision making training, 106
decisions, review of, 106
Deeming Rates protocol, 30

DEEWR see Department of Education, Employment
and Workplace Relations
Defence Housing Authority, 41
delivering drought assistance in the Murray-Darling
Basin, case study, 129
demonstrating value for money theme, 157–167
Denmark, 42
dental scheme, 33
Department of Agriculture, Fisheries and Forestry,
25, 26, 215
Department of Education, Employment and
Workplace Relations, 27–28, 37, 38, 39
CART Project, 45
and CDEP, 71
compensation recovery, 44
data matching, 41
employment servicing reforms, 55
partnership with Centrelink, 25, 215–216
removal of remote area exemptions, 71
research program, 137
Department of Education, Science and Training, 28
Department of Employment and Workplace
Relations, 28
Department of Environment, Water, Heritage and the
Arts, 29, 216
Department of Families, Housing, Community
Services and Indigenous Affairs, 25, 29–31,
37, 38, 44, 56
and CDEP, 70
disability assistance for older carers, 90
Indigenous protocol, 72
Management Information Schedule of Tasks, 31
partnership with Centrelink, 216–217
and remote area exemption, 71
seminars on financial stress, 96
Department of Finance and Deregulation, 120, 153,
163, 166, 216
Department of Foreign Affairs and Trade, 32, 216
Department of Health and Ageing, 25, 32–33, 33,
41, 218
Department of Human Services, 9, 17, 18, 24
cultural awareness training, 139
delivery of Budget initiatives, 51
Human Services Portfolio, 8
information technology services for, 153
procurement initiatives, 165–166
and service delivery reform agenda, 21
see also Human Services portfolio
Department of Immigration and Citizenship, 39, 41,
56
citizenship tests, 33, 82
datalink, 22, 54, 152
domestic and family violence assessments, 87
partnership with Centrelink, 218
Department of Infrastructure, Transport, Regional
Development and Local Government, 34,
218
Department of Innovation, Industry, Science and
Research, 34, 128, 218

» 291 «
E
ecologically sustainable development and
environmental performance, 153, 166,
270–280
Economic Downturn workshop, 30

Economic Security Strategy, v, 2, 53, 94, 119,120,
21, 22, 152, 160, 161
education providers, 41
educational outcomes for children, 65–66
Effective Customer Servicing, 30
election commitments, implementation of, 21–22
electronic customer file, 24
emergency management, iv, 85–86, 122–127, 271
customers in crisis, 61
drought affected families, 86
H1N1 influenza, 33
Mobile Offices, 76–77
natural disasters, iv, 28, 76, 77, 85
Northern Territory Emergency Response, 30, 61,
62–63, 64
payments, 91, 152
social work support, 84, 86
urgent payments, 91
vulnerable individuals, 88
young Indigenous people, 73
see also disasters; global financial crisis
emission offsets, 277
employee benefit expenses, 161
employee identification card, viii, 152
employees, 242–252
ethical standards, 150
ID cards, viii, 152
people with disability, 137
performance management, 134
recruitment, 135
retention and turnover, 134, 259–260
senior executive, 255
see also chief executive officer
employees learning and development, 143, 150–
151
access to, 142
health and safety, 142
privacy education and awareness program, 50
employment assistance programs, 66
employment service providers, 28, 66, 68
Employment Services Model, 24, 27–28, 55, 152
energy conservation, 168, 275–276
energy efficiency, 274–275
energy supply, 276–277
enrolment, school, 22, 28, 55, 61, 65–66
Enterprise Data Warehouse, 155
entitlement status, 99
Environment Protection and Biodiversity
Conservation Act 1999, 270
Environmental Champions, 273
environmental flows, 29
Environmental Management System, 272, 280
environmental performance, 270–280
equine influenza, 31
equity and diversity, 136–140, 257–260, 261–262
see also disabilities, people with; Indigenous
Australians; multicultural services
errors, reduction of, 22
eServices, 98–99, 120
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Department of Social Security, vii
Department of Veterans’ Affairs, 35, 99, 218
departures from Australia, 54
depreciation expenses, 161
Deputy Chief Executive Officers, 12
design of Customer Service Centres, 142
desktop faxing, 74–75
Desktop Refresh, 153
developing a networked organisation theme, 111–
130
diabetes, 33
digitisation, 24, 36, 121, 147, 154
Dillwynia Correctional Centre for Women, 91
Diploma of Government (Human Resources), 151
Diploma of Government (Management), 151
direct appropriation, 5, 11
disabilities, people with, 9, 27, 90, 117, 136–137,
137
Disability Action Plan, 136
Disability Assistance Package for Older Carers, 90
Disability Discrimination Act (1992), 137, 261–262
Disability Support Pension protocol, 30
Disaster Recovery Payments, 123, 124, 125, 126
disasters, 85, 86
Bali bombings, 127
Mumbai crisis, 123
payments, 152
see also emergency management
discretionary grants, 163
irrigator exit, 29, 78, 271
LPG Vehicle Scheme, 128, 130
discrimination, 137, 261–262
same-sex couples, 22, 55–56
diverse cultural and linguistic backgrounds, 9, 79,
80, 114
diversity, 136–140, 257–260, 261–262
Diversity Network, 261
documents maintained, 231–232
domestic and family violence, 62, 84, 87
Drought Assistance, 127, 270
Drought Assistance Hotline, 77
Drought Assistance Mobile Offices, 127
droughts, 23
assistance, 127–128, 129
and climate change, 75
drought buses, 76–77, 127
income support, 77–78
Murray-Darling Basin Project, 76
National Review of Drought Policy, 26–27
social work support, 85, 86, 128
Duke of Edinburgh Awards Program, 140–141
DVDs, 65, 70, 73, 91, 149
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ethical standards, 150
Ethics Resources Kit, 150
evaluations see reviews and evaluations
evictions, 99
ex-gratia payments, 31, 126–127
Exceptional Circumstances declared areas, 127
Exceptional Circumstances Relief Payment (ECRP),
77
Executive, 12, 148
Executive Committee, 13
Executive Fellows Program, 149
Executive Management Committee, 13–14
Executive Masters of Public Administration Program,
149
exempt contracts, 163
exit packages for farmers, 78, 129
expectations of government, 16
expenditure, 158
expenses, employee benefit, 161
Expert Social Panel, 26
external scrutiny, 45–46
see also Australian National Audit Office

F
face-to-face customer service, 142
FaHCSIA see Department of Families, Housing,
Community Services and Indigenous Affairs
FaHCSIA–Centrelink Joint Information Committee,
30, 31
Fairfield, 84
Families and Child Care Program, 56
families and people in need, 15
see also child care
Family Assistance Office, 154, 164, 219
Family Court of Australia, 81
Family Relationship Centres, 87
Family Relationship Services Program, 86, 127
Family Relationships Advice Line, 87, 215
Family Responsibilities Commission, 64
Family Support Drought Response Team, 86, 128
Family Tax Benefit customers, 54
Family Tax Benefit Part B, 22, 57
Family Tax Benefit reconciliation debts, 47
farmers, 25, 26, 76, 127, 270
exit packages, 78, 129
payments to, 24, 124, 126
see also rural, regional and remote services
Farmers Assistance Hotline, 77
feedback, 102–109
employees, 143
income management, 62–63
media coverage, 120
see also satisfaction; surveys
female employees, 242–243, 255
fieldwork, 142
finance
expenditure, 158
fraud risk and control, 37–43, 46–47

funding arrangements, 11
grants, discretionary, 163
operating result, 158, 159
revenue, 11, 34, 35, 158, 159–160
see also debt and debt management; purchasing;
remuneration
financial case management, 68
financial counselling, 64
financial crisis, v, 12, 27, 30, 114, 120, 153
Financial Information Service, 96
Financial Management and Accountability Act 1997,
10
financial management and operational compliance,
audit of, 45
financial statements, 169–210
First Contact Service Offer (FCSO), 100
fishing, 39
flexible work practice, 134, 143
floods see emergency management
FOI see freedom of information
FOI Act 1982, 231
foreign governments, 219
Foreign Pension Data Exchange project, 42
Fraud Investigation Teams, 38
fraud risk and control, 22, 37–43, 120
internal, 46–47
international, 42–43
freedom of information, 48–49, 231–233
Freedom of Information Act 1982, 48, 231
fresh food, provision of, 62
full-time employees, 242–243
functions see roles and functions
funding arrangements, 5, 11
Funeral/Memorial Assistance, 123, 124, 125, 126
Furneaux Group Islands, 34
future, 5–6

G
gay and lesbian community, 5, 55–56
gender of employees, 242–243, 255
Germany, 42, 79
Gershon Review, 155, 280
global financial crisis, v, 5, 12, 27, 30, 114, 120,
153–154
glossary, 282–283
Godwin, Philippa, 10
Goffee, Rob, 148
Gold Business Award, 147
governance, 12–15
government commitments, 20–21
government expectations, 16
graduates, 140
grants, discretionary, 163
irrigator exit grants, 29, 78, 271
LPG Vehicle Scheme, 128, 130
Greece, 79, 109–110
Green Paper Which Way Home, 88
Green Teams, 273
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H
harassment, 4, 143
health and safety, 9, 141, 142
Health and Safety Plan 2004–2012, 141
Health Services Australia, 8, 9, 81
hearing services, 8, 9
Hermannsburg, 66
H1N1 Influenza, 33
Hobart, 35
Hogg, Carolyn, 6
HOME Advice Program, 88–89
homelessness, 70, 84, 88, 89–90, 117
Homelessness and Child Protection workshop, 30
Hope Vale, 64
Household Organisational Management Expenses
(HOME) Advice Program, 88–89
Household Stimulus Package, v, 21, 22, 152
Housing ACT and Centrelink initiative, 144–145
hubs for remote service, 69
human resource management and processes, audit
of, 46
human resource performance reporting, 133
human resource service standards, 133
human resources see employees
Human Services portfolio, 8, 10, 164–166
see also Department of Human Services
humanitarian customers, 83–84, 116

I
ICT see Information and Communication Technology
identity checks, 37
identity related fraud, 39–40
IDs, viii, 152, 155
illness see health and safety
immunisation, 9, 22, 57
income and assets, 32, 41, 99
Income Managed account, 62
income management, 61–66
Northern Territory, vi, 22, 62
protocols, 30
Queensland, vi, 64
rollout, 69
telephone line, 65
Western Australia, vi, 22, 63
Income Recovery Subsidy, 124, 126–127
income support, 40
payments, 27, 28, 49, 54
for students, 45
Indigenous Ambassadors Program, 74

Indigenous Apprenticeship Program, 140
Indigenous Australians, 9, 23, 117, 118
closing the gap, 20, 22, 62, 69
HOME advice program, 89
participation in workforce, 70–71
Indigenous cadetships, 139
Indigenous Call, 95
Indigenous employees, 72, 136, 138–140
Indigenous Scholarship Program, 139
Indigenous Servicing Strategy, 71, 72
industrial relations see workplace agreements
Influenza, H1N1, 33
Information and Communication Technology
Apprenticeship Program, 141
Information and Communication Technology capacity,
153–154
information and communication technology job
statements, 135
Information and Communication Technology network,
280
Information and Communication Technology
services, 152–155, 165
Information and Communication Technology services
within Human Services portfolio, 165
information management, 31
Information Management Office, 165
information products and programs, 120
booklets and factsheets, 81
CDs, 83, 116
DVDs, 65, 70, 73, 91
for refugees and humanitarian entrants, 83
Information Reporting Helpdesk, 122
Information Sharing Framework, 31
information technology
applications and projects, audit of, 46
IT Capital Plan, 163
IT Reform Office, 155
IT Refresh Program, 144
workforce capability, 134, 154
see also data matching; internet
Information Technology Committee, 14
Ingham, iv
injuries, 141, 142, 264
input from customers, 115
insulin pumps, 33
insurance premiums, 15, 141
integrity of government outlays, 35–51
inter-agency compliance activities, 37
Interactive Voice Recognition, 24, 61, 98, 153
internal audit arrangements, 46
international agreements, 109–110
International Day of People with Disability, 117
international fraud and compliance, 42–43
international visitors, 238–239
internet
customer feedback, 105
online communication, 120–121
seniors access to, vii
interpreters, 70, 72, 73, 79, 81, 82, 95
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Green Vehicle Guide, 274, 275
Greenhouse gas emissions, 167, 271, 274, 277
Griffith, 23
Grundy, Steven, 10
Guidelines on Campaign Advertising by Australian
Government Departments and Agencies,
120
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interviews, complaints follow-up, 106
Ireland, 42
irrigators, 29, 78, 129
IT see information technology
Italy, 42
itinerants, 70
IVR see Interactive Voice Recognition

J
Japan, 110
Job Capacity Account, 67
Job Capacity Assessments, 66–67
job classifications, 253–254
job coding, 136
Job Network, 55
job seekers, 27, 28, 66–68
activity agreement, 67
activity test for gaining employment, 66
vulnerable, 85
Job Services Australia, 55, 67
Jobs, Education and Training Child Care fee
assistance, 22, 57
Joint Agency Strategic Cash Economy Working
Group, 39
Joint Committee of Public Accounts and Audit, 43,
46
Joint Information Committee, 30
Jones Lang LaSalle, 163
Jongen, Hank, vii, 119–120
Joondalup, 63
Juvenile Diabetes Research Foundation, 33

K
Katherine, 66
Kelly, Stephen, v
Key Performance Indicators, 18, 25–35, 94
Kimberley Region, 63, 69
King and Flinders Islands, 34
Korea, Republic of, 110
KPIs see Key Performance Indicators

L
labour hire, 39
labour market participation, 27
language services, 81–82
leadership, 148–150
Leadership Arena, 148, 149
Leadership Strategy, 148
Leasehold Improvement Plan, 163
legislation, 8–9, 10, 212–214
compensation recovery provisions, 44
data matching authority, 37
Disability Discrimination Act 1992 reporting,
261–262
ecologically sustainable development and
environmental performance, 270–280
Freedom of Information Act 1982 reporting, 231

Occupational Health and Safety Act 1991
reporting, 263–264
privacy protection, 50
Lemay, Carol, 145
lesbian community, 22, 55–56, 152
letter of transmittal, iii
Lifeline, iv
Lilydale, iv
liquefied petroleum gas see LPG Vehicle Scheme
Lismore Customer Service Centre, iv
location of employees, 243–252
London High Commission, 32
London School of Business, 148
Long Bay jail, 92
LPG Vehicle Scheme, 34, 128, 130
Ludwig, Hon Joe, 8

M
Mail-out errors, 50
male employees, 242–243, 255
Malta, 42
management and accountability, annual report, 104
Management Committee, 13
Management Information workshop, 30
Management of Customer Debt Follow-up Audit, 43
management of information, 31
management of workload, 143
market research see advertising and market
research
Maryborough, 77
mass media, 105
Maternity Immunisation Allowance, 22, 57
Mature Age Allowance, 54
McKeown, Caroline, 145
media coverage, 119–120
Medibank Private Ltd, 9
Medicare Australia, 8, 9, 24, 33, 34, 219
Medicare Australia Act 1973, 9
Medicare Teen Dental Scheme, 33
Melbourne, 148
Member of Parliament or Senator, feedback to, 105
Memorandums of Understanding, 25, 33, 34, 35,
38, 153, 164
mental health issues, 84, 137
mentoring program for Indigenous employees, 138,
139
mercantile agents, 44
merit reviews, 47–48
Midland, 63
migrants, 79, 83, 144
see also multicultural services
ministers, 8–9, 16, 17, 145, 165
Mirrabooka, 63
Mobile Offices, 23, 76–77, 127
mobile PCs, 61
Mossman Gorge, 64
motor vehicles, 34
Mt Isa, 86
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N
NAIDOC Week, 117
National Awards, Centrelink, 145
National Career Development Week, 117
National Customer Survey, 107, 234
National Disability Action Plan, 136, 137
National Families Week, 116
National Graduate Program, 140, 150
national health and safety committee, 142
National Homeless Persons’ Week, 117
National Indigenous Cadetship Project, 139
National Indigenous Coalition, 72
National Indigenous Employees Plan 2004–2008,
72, 136
National Indigenous Employees Plan 2009–2012,
136
National Information Technology Award, 144
National Institute of Standards and Technology,
United States Government, viii
National Multicultural Reference Group, 114
National Reconciliation Week, 118
National Review of Drought Policy, 24, 26
National Support Office, 26, 140, 149, 150, 243
national telephony platform, 33
National Welfare Rights Network, 105, 115
National Youth Awards, 118, 147
National Youth Week, 118, 147
natural disasters see emergency management
Netherlands, 42
Network for Employees with Disability, 137
Network Security Advisers, 142
New Compliance Framework, 24
New South Wales
CEO Leadership Dialogues, 148
citizenship testing, 82
Community Support Services, 35
desktop faxing, 75
employees, 246, 249, 250, 251
Indigenous Call, 95
natural disasters, 28, 76, 85, 126
new customer service centres, 164
services for young refugees, 84
Veterans’ Information Service, 35

New Zealand, 32, 42
Newcastle, 82
News for Seniors, vii
newspapers, multicultural, 81
Newstart Allowance, 47, 67, 84
Ninham, Elaine, 144
No Show, No Pay, activity test model, 55
non-compliance, 22, 68
non-government education authorities, 66
non-ongoing employees, 135, 242–243, 258–260
non-Senior Executive Service employees,
remuneration, 242–243
Northern Australia, 61, 69–70, 247
Northern Territory
Aboriginal Interpreter Service, 73
awards, 145
CEO Leadership Dialogues, 148
Community Development Employment Projects
Program, 70
desktop faxing, 75
Indigenous Call, 95
remote service hubs, 69
school enrolment and attendance, 65–66
welfare reform, 22, 61, 62–63, 65–66
Northern Territory Department of Education, 66
Northern Territory Emergency Response, 30, 61,
62–63, 64, 139
and CDP, 70
Northern Territory Operations Group, 69
NTER see Northern Territory Emergency Response
nutrition, 62

O
occupational health and safety, 9, 141, 142,
263–264
Occupational Health and Safety Act 1991 reporting,
263–264
occupational therapists, 66
occupations classification code, 136, 154
Office of Indigenous Policy Coordination, 71
Office of the Privacy Commissioner, 51
offsets, 277
Older People’s Reference Group, 114
O’Loughlin, Michael, 74
Ombudsman, 31, 45, 82, 105
Oncall Interpreters and Translators Agency Pty Ltd,
81
ongoing employees, 135, 242–243, 258–260
online communication, 120–121
Online Service Point Program, 153
OPAL Commonwealth Reference Group on Identity
Crime, 39
operating result, 4, 158, 159
Operation Sunlight—Enhancing Budget Transparency,
paper, 18
operational plans, 17–18
organ donors, 9
organisation and structure, 12–14, 222–223
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multicultural advisory committee, 114
multicultural newspapers, 81
Multicultural Service Officers, 79–80
multicultural services, 79–83
Multilingual Call, 81, 95
Mumbai crisis, 85, 123
Murray-Darling Basin Assistance Bus (Drought Bus),
76, 127
Murray-Darling Basin Assistance Line, 76, 77
Murray-Darling Basin Irrigation Management Grant,
271
Murray-Darling Basin Project, 76, 128, 129
Murray-Darling Basin Small Block Irrigators Exit
Grant, 29, 78, 129, 271
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Outbound Program, 150–151
outcome and output, 15
price of, 160
resources for, 266
outlays, integrity of, 35–51
outreach services, 26, 73, 76, 86, 90, 127
overpayments, 22
overseas qualifications, recognition of, 80
overview, corporate, 8–18
overview, portfolio, 8

P
Pacific Central Area, 247
Palmerston, 75, 95, 145
paper-based processes, 36
paper use, 274, 277–278
parenting advice, 87
Parenting Payment, 67
parents, services to, 9
part-time employees, 242–243
participation in labour market, 27
participation reports, 67
participation requirements for gaining employment,
66, 67, 68
Participation Solutions Teams, 68, 244
partner agencies, 24
Partner Allowance, 54
partnerships, 215–221
passports, 32
pay see remuneration
payment correctness, 20, 36
Payment Integrity service delivery indicator, 30
payments, ex-gratia, 31
peak bodies, 105
pension data exchange, 42
People Capability Framework, 135–136
People Committee, 14, 150
People Survey, 142–143
people with disability, 9
performance agreements, 16
Performance Committee, 14
Performance Indicators (KPIs), 18, 25–35, 94
Performance Management System, 134
performance pay and achievement bonuses, 254,
256
performance reporting and review, 18
permanent residency, 56
Permanent Resolution of Status visas, 56
personal information, 50
personnel see employees
Perth, 63, 148
Pharmaceutical Benefits Scheme, 9
physical security, 142
physiotherapists, 67
place based services, 91
PLAID (Protocol for Lightweight Authentication of
Identity), viii

plans and planning
assets management, 163
business, 16, 17, 102, 133, 274
corporate and operational plans, 17–18
disability, 136, 137
fraud risk and control, 22, 37–43, 42–43,
46–47, 120
health and safety, 141
Indigenous employees, 72, 136
IT capital assets, 163
leasehold improvement, 163
planning and reporting framework, 16
reconciliation, 71
service delivery, 28
Strategic People Plan, 133
water for the future, 29
workforce, 134–135, 136, 154
policy advice, 9
policy departments, 24
pollution prevention, 270
Port Augusta, 77
Port Macquarie, 35, 75, 95, 145
Portfolio Budget Statement 2009-10, 18
portfolio overview, 8
see also Department of Human Services
Portugal, 42
Positive Attendance Project, 141
post-complaints survey, 108–109
Pratt, Finn, 2–6, 10
prescribed areas, 62
prevention of debt, 43
Prison Liaison Officers, 90, 92
prisoners, 90–91
Privacy Act 1988, 50, 51
privacy education and awareness program, 50
privacy of customer records, 50
Privacy Officers, 50
private resources, 44
private security, 39
procurement see purchasing
Productivity Commission, 26
Productivity Initiatives Program, 136, 154
Program/Project Director Individual Achievement
Award, 144
project assurance, audit of, 46
property portfolio, 163–164, 274, 275, 277, 280
prosecutions, 38, 39
protection of privacy, 50
protocols
Business Partnership Agreement, 30
Indigenous, 72
for Lightweight Authentication of Identity (PLAID),
viii, 155
psychological health, 66, 76, 142
public and private education providers, 41
public fora, 26
public housing tenants ACT, 145
Public Service Act 1999, 16
Public Service Medal, 144
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Q
quarantine, 33
Queensland
CEO Leadership Dialogues, 148
desktop faxing, 75
drought support services, 86
employees, 245, 248, 250
Indigenous Call, 95
natural disasters, iv, 28, 123–124, 125–126,
126–127
new customer service centres, 164
remote service hubs, 69
rough sleepers, Indigenous, 73
rural call centres, 77
supporting Indigenous young people, 73
Veterans’ Information Service, 35
welfare reform, vi, 61, 64
Queensland Government Family Responsibilities
Commission, 220
queue wait times, 102, 103

R
radio, 80
rate of payments, 47
Rates Indexation protocol, 30
ratings of performance, 30–31
Reasonable Adjustment Policy, 137
reconciliation, 22, 118
Reconciliation Action Plan, 71, 72
recovery of debts, 47
recruitment of employees, 135
recycling, 279
Red Cross, iv, 123
red rating, 31
red tape, 21, 121
reference groups
carers service delivery, 114
community, 113–114
identity crime, 39
multicultural, 114
older people, 114
Refugee Convention obligations, 56
Refugee Week, 83, 118

refugees, 63, 79, 144
African Community Consultations, 116
award for service to, 144
fact sheets for, 81
Refugee Week, 118
support for, 83–84
temporary protection visas, abolition of, 22, 56
regional Australia, 20
Registrars-General offices, 220
registrars of births, deaths and marriages, 41
rehabilitation, vocational, 9
rejection of claims for payment, 47
remote areas see rural, regional and remote
services
Remote Service Hubs, 69
Remote Servicing Division, 61, 69
Remote Servicing Teams, 22, 62, 69, 71
remuneration of employees, 134
performance pay and achievement bonuses,
254, 256
salary ranges, 253–255
senior executive service (SES) officers, 255–256
renewable energy, 276
Rent Assistance reviews, 36
Rent Deduction Scheme, 99–100, 121
rental arrears, 99
repayment options, 44
reporting, 15–18
new framework, 28
Republic of Korea, social security agreement with,
110
requests under FOI legislation, 48–49
residence data checks, 41
residence information, 22, 54
resolving complaints, 108
resource management, 159–167
Resource Statement, 265, 266
resources, efficient use of, 270
respect and courtesy, 103–104
respect and inclusion, 143
restaurants and cafés, 39
retention of employees, 134, 259–260
retirees, 9
return to country, 70
returns to Australia, 54
revenue, 159–160
revenue and performance summary
Department of Agriculture, Fisheries and Forestry,
26
Department of Education, Employment and
Workplace Relations, 28
Department of Environment, Water, Heritage and
the Arts, 29
Department of Foreign Affairs and Trade, 32
Department of Health and Ageing, 33
Department of Innovation, Industry, Science and
Research, 34
Review and Appeals Process, 31
review of decision, 106
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public tip-offs, 37, 40
publications, vii, 81, 83, 110, 231
purchasing, 161–162
advertising and market research, 55, 120,
240–241
competitive tendering and contracting, 163–164
consultancy services, 162, 267–269
and the environment, 273
for ICT services within Human Services portfolio,
165
purchaser-provider arrangements, 11, 165–166
purpose statement, 17, 143
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Review of the Australian National Audit Office Audit
Report, No. 42, 2007–08, Management of
Customer Debt, 43
reviews and evaluations
Centrepay, 97
customer complaint decisions, 106
of customers, 37
drought policy, 26–27
eligibility and entitlement, 37
Environmental Management System management
review, 280
Family Tax Benefit customers, 54
FOI requests, 49
Gershon Review, 134, 155, 280
merit reviews, 47–48
performance, 18
Rent Assistance, 36
Taxation Declaration Form, 36
see also audits; surveys
rights of customers, 104
risk management, 14–15
risk profiling, 35
The Road Home, 88
roles and functions, 10–11
Chief Executive Officer, 10
Executive, 12
management committees, 13–14
role statements, 135–136
Ross Divett Memorial Award, 146–147
rough sleepers, Indigenous, 73
rural, regional and remote services, vi, 20, 23, 25
job capacity assessments, 66
leaders, 150
remote area connectivity, 155
remote area exemptions, 71
Remote Area Service Centres, 69
rural services, 75–78
service delivery to, vi, 69–70
see also Agents
Rural Call Centres, 77
rural payments, 77–78
Rural Services Officers, 23, 26, 75–76, 144

S
salaries see remuneration
Salisbury, 89
same-sex relationships, 22, 55–56, 152
satellite communication devices, 69, 155
satisfaction, 26, 61
with Call Centres, 93–94, 235
customers and community, 100–102, 234–237
employees, 142, 143
queue wait times, 102
see also complaints
saving energy in Centrelink Customer Service
Centres, case study, 168
SBS Radio, 80
scanning of documents and correspondence, 36

scholarships
Indigenous, 139
for rural and regional leaders, 150
School Enrolment and Attendance Measure, 22, 28,
55, 61, 65–66, 69
Scorecard, 17, 18, 224
scrutiny, 45–46, 225–230
see also reviews and evaluations
security, private, 39
self-funded retirees, aged-care residents, 32
self service, 21
self-sufficiency, 15
Senator, feedback to, 105
senior customers, 114, 118–119
senior executive service (SES) officers
Executive Fellows Program, 150
Outbound Program, 150
remuneration, 255–256
seniors access to internet, vii
Seniors Week, 118–119
separations of employees, 259
service charters, 102–103
service delivery, 8, 9, 21, 24, 69–70
Service Delivery Implementation Plans, 28
Service Delivery Indicators, 30
Service Delivery Reform Agenda, 21
Service Recognition Award, 148
services to Indigenous customers, 71–75
Serving Country Australia strategy, 75
short forms, 284–285
single parents, 57
skill tagging, 135
Slovenia, 42
Small Block Irrigator Exit Grants, 29, 78, 129, 271
small businesses, 23
Smartraveller, 32
Social Security Act 1991, 31, 44
Social Security (Administration) Act 1999, 50
social security agreements, 109–110
Social Security Appeals Tribunal, 47, 48
social work education, 85
Social Work Service, 84
social work services, iv, 66, 76, 84–87, 86–87
South Australia
apprenticeship program, 141
awards, 145
CEO Leadership Dialogues, 148
Droughtlink Hotline, 77
employees, 248
HOME advice program for Indigenous families, 89
rural call centres, 77
Veterans’ Agency Services, 35
South Australian Department of Education and
Children’s Services, 220
South Australian Government, 220
South Hedland, 82
Spain, 42
speaker verification, 61, 155
Special Benefit, 67
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T
TAFE colleges, 220
talkback radio, 119
Tasmania
desktop faxing, 74
employees, 251
TFES, 34, 35
Tasmanian Freight Equalisation Scheme (TFES), 34
Tasmanian Wheat Freight Scheme, 34
Taxation Declaration Form reviews, 36
team leader/supervisor action, 142, 143
technology, cutting edge, viii, 61

teleconferencing, 278
telephone services
Australian Passport Information Service, 32
bushfires, 124
Centrelink Business Hotline, 121
Customer Relations Line, 105, 106, 107
Family Relationships Advice Line, 87
Financial Information Service calls, 96
fraud tip-off line, 40
Indigenous Call, 95
Interactive Voice Recognition (IVR), 153
Multilingual Call, 81, 95
Murray-Darling Basin Assistance Line, 76, 77
national telephony platform, 33
see also Call Centres
Tell us what you think customer comment card, 105
temporary humanitarian visas, 56
temporary protection visas, 22, 56
tendering and contracting see purchasing
testing new products and ideas, 61
TFES (Tasmanian Freight Equalisation Scheme), 34
The Journey magazine, 81
themes, 17
Thomas, Melissa, 145
timeliness
of internal reviews, 47
of management information, 26
merit reviews, 48
timeliness of payments, 26
tip-off line, 40
Tiwi Islands, 66
Toastmasters International chapter, 149
Torres Strait Islander peoples, 74, 117, 138, 139
Torres Strait Regional Authority, 221
Town Camps, 62
Townsville, iv, 73
training, Employment Services Model, 28
training materials to support employees, 106
translation services, 81–82
travel for business, 278–279
turnover of employees, 134, 259–260

U
undetermined debt base, 44
United Kingdom, 42
United States, 42
United States Government National Institute of
Standards and Technology, viii
universities, 220
Urban Indigenous Itinerant initiative, 70
urgent payments, 61, 91

V
values, 18, 134, 150
Vander-Kuyp, Kyle, 74
vehicle fleet, 274, 275, 277
vehicles, LPG Scheme, 34, 128, 130
Veterans’ Agency Services, 35
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Special Circumstance Case, 31
specialist support, complaints follow-up, 106
SSAT see Social Security Appeals Tribunal
staff see employees
Stakeholder Engagement Meetings, 115
stakeholders, 18, 114
start date of payments, 47
State/Territory corrective services, 220
State/Territory Registrars-General offices, 220
State/Territory TAFE colleges, 220
State/Territory universities, 220
Statement of Expectations, 16, 21–24
Statement of Intent, 16
Stepping Stones, 72
stored value cards, vi
storms see emergency management
Strategic Balanced Scorecard, 17, 18, 224
strategic committee framework, 13
Strategic Directions, 12, 13, 14, 17–18, 46
Strategic Environmental Assessment, 273
Strategic Management Committee, 14
Strategic People Plan, 133
Strategic People Plan 2009–2011, 133
Strategic Workforce Plan, 154
strengthening our customer focus in line with
government direction theme, 59–110
structure see organisation and structure
student income support, 45
Subsidised Insulin Pumps initiative, 33
substance abuse, 84
succession management, 133, 136
suggestions, 104, 105, 106
suicide awareness, 85
superannuation confirmation, 99
supplier expenses, 161
surveys
Call Centres customer satisfaction survey, 235
customer and community satisfaction survey,
100, 234–237
Customer Service Centres Customer Survey, 235
National Customer Survey, 107
People Survey, 142–143
post-complaints survey, 102, 108–109
suspension of income support payments, 61
Sydney, 148, 250, 251
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Veterans’ Information Service, 35
Victoria
awards, 145
CEO Leadership Dialogues, 148
employees, 246, 249, 252
natural disasters, iv, 28, 124–125, 126–127
young refugees, 84
Victorian Department of Human Services, 124, 221
Victorian Department of Sustainability and
Environment, 221
visas, 22, 54, 56
visitors, international, 238–239
vocational rehabilitation, 9
voice biometric technology, 61
voluntary income management, vi, 61, 63
vulnerable customers, 66, 70, 88–92

W
Wadeye, 66
wages see remuneration
wait times, Customer Service Centres, 101–102,
103, 106
Wallace Rockhole, 66
Wandong, iv
waste management, 270, 279
water entitlements, 29, 76, 129
Water for the Future Plan, 29, 78
water use, 278
websites see internet
Webster, Tim, 146
weight gains in children, 62
Welfare Payment Reform, 61–66, 152
Welfare Reform Agenda, 22
Western Australia
awards, 144, 145
CEO Leadership Dialogues, 148
citizenship testing, 82
employees, 252
Indigenous Call, 95
Kimberley Region, 63, 69
remote service hubs, 69
welfare reform, vi, 22, 63–64
Which Way Home, 88
White Paper, The Road Home, 88
whole-of-government approach, 39, 141, 153, 165,
217
Widow Allowance, 54
Widow B Pension, 54
Wife Pension, 54
Williams, Helen, 10
Wodlitinattoai program, 89
Wollongong, 82
women providing feedback on income management,
62
Woolworths Limited, 122
work capacity see job capacity assessments
work environment, 143
see also occupational health and safety

work experience, 28
workers compensation, 15, 141
workforce diversity, 136–140, 257–260, 261–262
Workforce Diversity Plan 2008–2010, 136
workforce planning, 134–135
Working with Indigenous communities, case study,
23
workload management, 143
workplace agreements, 133, 134, 253, 254
workplace health and safety see occupational health
and safety
workplace relations see workplace agreements
workplace security, 142
workshops
business intelligence, 30
change management, 136
economic downturn, 30
homelessness and child protection, 30
management information, 30
World Refugee Day, 118
Woy Woy, 164

Y
year ahead, 5–6
youth, focus on, 140–141
Youth Allowance, 73, 229
Youth Allowance (job seeker), 67, 73, 84, 100
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